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Introducing  Microsoft  Windows  Server  2003.  Do  more  with  less. 

You’re  being  asked  to  do  more.  You’re  being  asked  to  do  it  with  less.  Microsoft"  Windows"  Server  2003  is  designed 
to  help  you  manage  these  opposing  forces  with  powerful  server  consolidation  capabilities  that  increase  efficiency, 
decrease  man-hours,  and  lower  your  total  cost  of  ownership.  Download  your  free  evaluation  copy  of  Windows 
Server  2003  at  microsoft.com/windowsserver2003  Software  for  the  Agile  Business. 

Information  Resources,  Inc.  (IRI)  manages  over  122  terabytes  of  data  to  provide  consumer  behavior  insights,  advanced 
analytics,  and  decision  analysis  tools  for  some  of  the  largest  consumer  packaged  goods,  healthcare,  retail,  and  financial 
companies  in  the  world.  To  meet  increasing  demand  for  faster,  more  granular  business  intelligence  while  reducing 
costs,  IRI  is  using  64-bit  editions  of  Windows  Server  2003  and  SQL  Server™  2000  on  an  Intel  Itanium  2  system  to 
deliver  faster  answers  to  its  customers.  The  result?  IRI  will  be  able  to  process  more  queries,  using  a  fraction  of  the 
number  of  servers  while  realizing  significant  cost  savings  and  improving  customer  service. 
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I  AM  MORE  TALK 
AND  LESS  WALK. 

I  HAVE  MORE  WAYS  OF  GETTING  PEOPLE  TALKING.  BUT  I  AM 
NOT  ALL  TALK.  I  AM  VOICE  AND  DATA,  BOTH  ON  THE  SAME  TEAM. 

I  HAVE  THE  POWER  TO  PUNCH  TIME  CLOCKS,  LISTEN  TO  EMAIL 
AND  SCHEDULE  APPOINTMENTS.  I  HAVE  THE  POWER  TO  SAVE 
VALUABLE  MILEAGE  ON  OFFICE  MOVES  AND  I.T.  STAFF  SHOES. 

I  AM  A  SECURE,  PINT-SIZED  PRODUCTIVITY  EXPERT  THAT  DELIVERS 
SUPER-SIZED  ROI.  I  AM  MORE  THAN  A  CISCO  7960G  IP  PHONE. 
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Toughbook  T2 


AT  230  MPH,  GREG  RAY  NEEDS  RELIABLE  EQUIPMENT-THAT’S 
WHY  HE  AND  HIS  TEAM  COUNT  ON  PANASONIC  TOUGHBOOKS. 

When  the  mobile  computing  revolution  took  off,  Panasonic  was  already  in  the  lead,  and 
15  years  later,  we  still  have  our  foot  on  the  throttle.  As  does  2003  Indy  500  top-ten 
finisher  Greg  Ray,  who  equips  his  team  with  Panasonic  Toughbooks® — the  fastest,  rugged 
mobile  PCs  in  the  industry.  They  use  them  to  analyze  hundreds  of  critical  variables 
per  second  during  the  race  and  to  run  advanced  diagnostic  tests  in  the  garage.  When 
making  pit  stops,  Greg  can  even  receive  wireless  real  time  data  on  his  race  position. 
He  and  his  crew  know  that  Toughbooks  can  take  the  extreme  conditions  at  the  track 
because  they’re  built  to  withstand  drops,  heat,  moisture  and  vibration.  And,  with  integrated 
wireless  options,  Toughbooks  are  a  total  mobile  computing  solution.  Greg  Ray  puts  his 
million-dollar  car — and  his  safety — in  the  hands  of  Toughbooks.  They’ll  perform  with 
precision  for  your  team,  too. 

For  more  information  about  our  full  line  of  portable  Toughbooks,  call  Panasonic  at 

1-800-662-3537  or  visit  us  at  panasonic.com/toughbook.  Reliable,  rugged  and 
wireless  PCs  from  the  only  company  that  could  engineer  them — Panasonic. 
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Intel,  Intel  Centrino,  Intel  Inside,  the  Intel  Centrino  logo  and  the  Intel  Inside  logo  are  trademarks  or  registered  trademarks  of  Intel  Corporation  or  its  subsidiaries  in  the  United  States  and  other  countries.  Toughbook  notebook  PCs  are 
covered  by  a  3  year  limited  warranty,  parts  and  labor.  ©2003  Matsushita  Electric  Corporation  of  America.  All  rights  reserved. 
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By  Stephanie  Overby 

PARTNERSHIPS 
Winning  Combinations  I  79 

Partnering  is  a  worthy  goal  but  difficult 
to  achieve.  Here’s  how  some  CIO  100 
honorees  developed  effective  partnerships. 
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WHY  NOT  ADMIT  THAT  THE  ONLY  TIME 
TO  DO  BUSINESS  IS  IN  REAL  TIME? 


fa 


Sun  and  PeopleSoft  enableThe  Real-Time  Enterprise?  PeopleSoft’s 
Real-Time  Enterprise  applications  allow  employees,  partners,  cus¬ 
tomers  and  suppliers  to  access  relevant  information  and  conduct 
transactions  anytime,  from  just  about  anywhere.  All  of  which  leads 
to  reduced  costs  and  increased  productivity.  But  to  ensure  your 
business  never  stops  running,  you  need  an  infrastructure  that  gets 
the  most  out  of  PeopleSoft  applications. That’s  where  Sun  comes  in. 

Sun’s  wide-open,  yet  highly  secure  infrastructure  is  available  24/7/365 
and  can  support  thousands  -  even  millions  -  of  users  simultaneously. 
Anchored  by  highly  reliable  servers,  a  Sun  infrastructure  ensures 
PeopleSoft  applications  are  always  up  and  running.  And  that  your 
business  is  always  switched  to  “on’.’ 

To  learn  more,  visit  SUN.COM/WHYNOT  / 
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©2003  Sun  Microsystems,  Inc.  All  rights  reserved.  Sun,  Sun  Microsystems  and  the  Sun  logo  are  trademarks  or  registered  trademarks  cfj 
Inc.  in  the  United  States  and  other  countries.  PeopleSoft  is  a  registered  trademark,  andThe  Real-Time  Enterprise  is  a  trademark 


Sun  Microsystems, 
of  PeopleSoft,  Inc. 
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from  August  15  to  August  31 

Take  the  Quiz:  Are  You 
Resourceful  Enough? 

How  resourceful  are  you  when  it  comes  to 
asset  management  and  governance?  Are  you 
doing  all  that  you  can  with  sourcing  and 
staffing?  Our  interactive  Resourcefulness 
Quiz  allows  you  to  benchmark  yourself 
against  the  CIO  100  honorees  featured  in  this 
issue— and  to  find  more  resources  to  get  you 
up  to  resourceful  speed. 

ASK  THE  SOURCE 

What  Are  the  Keys  to  Success? 

“Sometimes  when  I’m  in  a  meeting, 

I  can’t  tell  if  the  person  speaking 
is  in  IT  or  on  the  business  side," 

says  Executive  Vice  President  and  CIO  Carl  Wilson 
(see  The  Keys  to  Marriott’s  Success,  Page  38). 

And  that’s  a  good  thing.  Until  the  end  of  August,  you  can 
ask  Wilson  and  senior  members  of  his  crack  IT  depart¬ 
ment  at  Marriott  how  they  do  what  they  do  so  well. 

SOUND  OFF 

Tell  Us  Your  Story:  How  Resourceful 
Is  Too  Resourceful? 

When  things  get  tough,  the  tough  get  resourceful.  But  how 
resourceful  can  a  CIO  get  before  quality  flies  out  the 
window?  Have  you  heard  of  CIOs  who  went  too  far  down 
the  road  to  resourcefulness? 


PEER  RESOURCES 

Trying  to  explain  IT 
resourcefulness  to  your 
nontechnology  colleagues? 
Michael  Hugos,  CIO  of 
CIO  100  honoree  Network 
Services,  did  just  that  in  a 
recent  edition  of  our  sister 
site  Darwinmag.com.  Read 
his  story,  How  to  Get  the 
Business  Value  You  Need, 
at  www.darwinmag.com. 


LEARN  MORE 

If  the  eight  best  practices 
covered  in  Deciding 
Factors  (see  Page  49) 
aren’t  enough  for  you, 
we’ve  got  more  great 
governance  tips  you  can 
use  online. 

Need  more  resources  to 
help  you  on  the  road  to 
quality  (see  Six  Sigma 
Comes  to  IT,  Page  87)?  We 
have  a  list  of  the  best 
books  on  Six  Sigma 
recommended  by  our 
honorees. 

Want  more  ideas  for  keep¬ 
ing  IT  employees  moti¬ 
vated  without  breaking  the 
bank  (see  How  to  Create 
an  Agile  Workforce,  Page 
64)?  Our  Web  exclusives 
show  how  Procter  & 
Gamble  shared  staff,  how 
Royal  Caribbean’s  CIO 
made  the  tough  decisions 
about  whom  to  lay  off  and 
how  to  go  about  hiring 
once  the  freeze  thaws. 


Find  links  to  the  stories  mentioned  on  this  page  at  www.cio.com/ciolOO. 
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Well,  1  was  hoping  to  wear  this  new 

suede  jacket  l  just  bought,  so  l  m 
lust  kind  of  keeping  my  fingers 
crossed  that  it  doesn’t  ram  today. 


IT  guy 


has  time 


to  chat 


Greg  Brown,  33,  seen 
talking  freely  to  co workers 

after  deploying 
Nokia  Message  Protector 

„ll  k 


a  „<t  of  my  day  managing  all  kinds  of 
l  used  to  spend  most  of  y  anti-virus  and  spam 
Wterent  security  a  bcami„g  Greg  told 

rejection  for  our  ^  ^  ^  „  industry 

Features  seminar.  “Trying  to  P|U9  ° 

Automatic 

Signature 

updates 

keptmeinthe  treiicl'es.  ®  protector.  Now  that  we 


Fi„ance  Department^- ,some  of  ^em  are  gu,te 

,nni  __  l  even  go  to  th  ^ 


Introducing  Nokia  Message  Protector. 


Nokia  has  created  a  complete  purpose-built 
appliance  that  integrates  innovative  security 
technologies  including  virus  protection  from 
Trend  Micro™,  with  unique  Nokia  filtering 
software  —  known  as  statistical  protection  —  to 
deliver  new  levels  of  enterprise  email  security. 
Nokia  Message  Protector  deploys  in  minutes  and 
provides  secure,  automatic  updates  to  optimize 


NOKIA 

Connecting  People 


email  system  integrity.  With  the  ability  to  ft 
process  up  to  120,000  emails  per  hour,  and  the 
intelligence  to  control  the  content  that  enters, 
flows  through  and  leaves  your  network,  you  can 
spend  more  time  doing  things  that  matter—  || 
like  getting  to  know  your  colleagues!  || 

If  you’d  like  more  time  to  chat,  visit 
www.nokia.com/get_a_life/americas  |  f  | 

:  c  u 


From  the  Editor 


How  have  you  defined 
resourcefulness  in  these 
hard  times?  Go  online  to 
share  your  thoughts— and 
read  those  of  other  CIOs. 
Goto  SOUND  OFF  at 
www.cio.com/ciolOO. 


In  Resourceful  Times 


WHAT’S  THE  GREATEST  lesson  you’ve  learned 
about  managing  IT  as  a  result  of  this  down  econ¬ 
omy?  That’s  a  question  I  posed  to  several  IT  and 
business  executives  I  recently  interviewed.  Happily, 
all  could  identify  something  good  that  came  out  of 
this  time  of  trial — a  lesson,  a  new  perspective  or  a 
streamlined  process.  Most  of  their  responses  trend 
toward  a  greater  appreciation  for  IT  thrift,  a  sharper 
focus  on  value  and  a  new,  permeating  mind-set  of 
resourcefulness.  So  it’s  appropriate  that  in  the  sum¬ 
mer  of  what  is  hopefully  the  final  blasted  year  of  the 
blighted  economy,  we  dedicate  our  annual  CIO  100 
Awards  to  honoring  resourcefulness. 

Governance  has  proven  to  be  the  key  to  enabling 
IT  resourcefulness  and  perpetuating  a  resourceful 
culture.  At  CIO  100  honorees  and  among  many 
other  companies  I’ve  encountered  in  the  past  sev¬ 
eral  months,  portfolio  management,  project  offices 
and  gatekeeping,  business  case  templates,  and  post¬ 
implementation  audits  have  popped  up  like  the 
mushrooms  in  my  yard  after  a  spring  season  in 
which  it  rained  two  out  of  every  three  days.  One 
CIO  I  interviewed  says  that  thanks  to  new  and 
sundry  governance  mechanisms,  there  now  exists 
an  organizationwide  transparency  of  IT  costs. 
“Everyone  can  see  where  every  dollar  is  going,” 
he  says,  with  barely  concealed  joy. 

Another  boon  from  the  bust  has  been  a  perva¬ 
sive  mind-set  of  thrift.  A  midtier  company  CIO 
says  the  best  thing  that’s  happened  to  his  IT  depart¬ 
ment  is  that  people  down  at  the  lowest  levels  rou¬ 
tinely  think  smarter — they  try  to  be  creative,  to 
figure  out  ways  to  save  money.  For  example,  a  PC 
jockey  found  a  better  way  to  dispose  of  old  inven¬ 
tory:  find  an  organization  that  will  pay  to  take  it 


instead  of  the  company  paying  someone  to  haul  it 
away.  “That’s  a  $28K  employee  figuring  out  how 
to  creatively  save  a  thousand  dollars,”  the  CIO 
says.  “That’s  a  good  thing.” 

The  question  that  remains  is  whether  these  good 
things  will  stick.  CIO  Senior  Editor  Elana  Varon, 
who  on  a  part-time  schedule  deftly  managed  the 
nine-month  CIO  100  project  from  concept  to  fin¬ 
ished  issue,  observes  the  following  in  her  introduc¬ 
tion  to  our  awards  coverage,  found  on  Page  30: 
“For  our  honorees,  resourcefulness  transcends  the 
state  of  the  economy.  Resourcefulness  is  an  ethos,  a 
guiding  principle  for  a  corporate  culture  that  con¬ 
tinually  questions  whether  there  is  still  more  value 
to  be  gained  and  more  and  ever  smarter  ways  to 
invest  precious  assets.” 

For  the  rest  of  us,  we  should  cross  our  fingers 
that  when  the  economy  turns  around,  we  will  not 
go  back  to  buying  new  boxes  (and  storage)  for 
every  new  application.  We  won’t  approve  projects 
with  fuzzy  business  rationale,  with  no  apparent 
accountability  and  with  no  intention  of  measuring 
the  results.  And  business  sponsors  will  not  resume 
their  insistence  on  funding  pet  projects,  regardless  of 
redundancy  or  standards  noncompliance. 

What  do  you  think  will  happen?  Are  we  doomed 
to  repeat  the  sins  of  the  past?  Or  have  we  learned  a 
great  and  lasting  lesson?  Send  me  a  note. 


Rick  Pastore,  Deputy  Editor 
pastore@cio.com 
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AVAyA 

a  higher  plane 
of  communication 


AS  YOUR  COMMUNICATION  NETWORK  gets  more 

complicated  — dare  we  say,  converged?  —  you 

need  to  toughen  your  defense.  Meet  the  complete 

security  solution  from  Avaya.  Our  mantra:  the 

pucks  stop  here.  Count  on  Avaya  Security 

Solutions  to  protect  your  entire  network,  no  matter 

where  you  are  on  the  path  to  IP  telephony.  We 

take  a  holistic  approach  to  security  with  the  multi¬ 
vendor  expertise  of  Avaya  Global  Services.  Our 

industry-certified  consultants  methodically  assess 

all  your  communication  devices,  policies  and 

vulnerabilities,  inside  and  out  (no  sneak  shots 

around  the  post).  In  the  state  of  Avaya,  our 

services,  systems,  applications  and  products 

assure  that  your  converged  network  is  secure  by 

design.  See  why  it's  no  contest  when  Avaya 

security  is  minding  your  net  at  avaya.com/secure. 

Or  call  866-GO  AVAYA  today. 

IP  Telephony 

Contact  Centers 

Unified  Communication 

Services 

©  2003,  Avaya  Inc.  All  Rights  Resewed. 

Avaya,  the  Avaya  Logo,  and  all  trademarks  identified  by  ®  or  ™  are  trademarks  of  Avaya  Inc.  and  may 
be  registered  in  certain  jurisdictions.  All  other  trademarks  are  the  property  of  their  respective 


With  Avaya 


MINDING  YOUR  NET, 


your  voice,  data,  even  your  converged  network  can  be 

SAFE  AND  SECURE. 


InBox 

Reader  Feedback 


FOCUS  ON  APPLICATION  COLLABORATION 

I  am  a  steady  reader  of  CIO  and  one  of  those  people  in  the  IT  industry  who  works  on  a 
project  from  the  business  plan  to  the  implementation  phase,  managing  the  entire  process 
and  everyone  involved. 

If  you  go  back  a  few  months  and  examine  a  couple  of  editions  of  C/O,  each  one  focuses  on 
the  hurdles  of  a  certain  aspect  of  the  software  development  cycle— the  business  plan  is  an 
intricate  stage,  design  is  a  tricky  phase,  requirement  is  a  pain,  the  testing  phase  is  a  disaster, 
and  the  implementation  phase  takes  forever. 

When  such  articles  are  read  by  the  nonsoftware  community,  who  are— 85  percent  of  the 
time— clients,  they  tend  to  get  demoralized  and  paranoid  about  their  investments  and  ROI. 
But  there  are  other,  nontechnical  factors  affecting  the  software  development  cycle  as  a  whole. 
These  include:  altering  and  inflating  the  business  plan;  changes  and  additions  to  existing 
requirements  during  the  development  phase;  lack  of  user  knowledge  for  suitable  testing;  and 
users  resisting  change— all  of  this  slows  implementation. 

CIO  should  help  the  technical  and  nontechnical  communities  come  together  to  understand 
and  adapt  information  technology  as  a  tool  to  become  competitive  and  achieve  better  ROI. 

Vivek  Dixit  •  Senior  Architect  •  Technology  Integration  Consulting  •  viv@e-switchfirst.com 


THE  FUNCTIONAL  MIND-SET 
IS  BAD  FOR  I.T. 

In  theory,  there’s  a  lot  to  be  said  to  sup¬ 
port  W.  Brian  Arthur’s  views  [“IT 


Reloaded,”  July  15,  2003]  on  the  poten¬ 
tial  of  technology  to  be  the  driving  force 
in  the  new  economy. 

But,  as  Yogi  Berra,  the  great  baseball 
philosopher,  said,  “In  theory,  there’s  no 
difference  between  theory  and  practice. 
In  practice,  there  is!” 

In  practice,  there’s  a  huge  obstacle  to 
overcome  in  terms  of  transforming  the 
mental  model  of  both  line  executives 
and  CIOs. 


In  far  too  many  organizations,  senior 
management’s  traditional  functional 
mind-set  represents  one  of  the  most  sig¬ 
nificant  barriers  to  change.  I  believe  that 
the  traditional  functional  paradigm  has 
done  more  to  harm  customer-focused, 
business  performance  improvement 
over  the  past  two  decades  than  almost 
any  other  factor. 

This  way  of  thinking  stands  in 
the  way  of  executives  under¬ 
standing  and  improving  the 
flow  of  cross-functional  activ¬ 
ities,  which  create  enduring  value  for  cus¬ 
tomers  and  shareholders.  It  promotes  the 
type  of  thinking  that  impedes  the  effec¬ 
tive  deployment  of  enabling  IT.  One  could 
argue  that  it’s  the  functional  mind-set 
that  has  been  at  the  core  of  many  rather 
appalling  business  decisions  in  terms  of 
deploying  information  technologies  such 
as  CRM  and  ERP  and  has  lent  a  smidgen 
of  credence  to  what  would  otherwise  be 
extraordinary  claims  in  the  Harvard  Busi¬ 
ness  Review  article  “IT  Doesn’t  Matter.” 


The  functional  mind-set  also  promotes 
“silo  behavior,”  turf  protection  and  an 
undue  preoccupation  with  organization 
structure.  It  contributes  to  the  mistaken 
belief  that  if  it  were  somehow  possible  to 
properly  define  the  boxes  on  the  organi¬ 
zational  chart,  and  fill  in  the  names  of  the 
“right”  people  in  the  key  boxes — then  the 
organization’s  performance  will  auto¬ 
matically  improve. 

Further,  it  encourages  a  distorted  view 
of  performance  measurement  and  exec¬ 
utive  rewards,  shifting  focus  away  from 
meaningful  measures  such  as  the  timeli¬ 
ness  and  quality  of  services,  and  toward 
less  significant  measures  around  func¬ 
tional  or  departmental  performance. 

It  reinforces  a  task  focus  and  tradi¬ 
tional  command  and  control  behavior, 
where  self-serving  questions  are  fore¬ 
most  and  top  of  mind. 

Moreover,  traditional  functional 
thinking  has  also  led  to  outdated  man¬ 
agement  practices  in  the  areas  of  goal 
setting  and  problem  solving,  and  it  stifles 
innovation. 

Andrew  Spanyi 

Managing  Director 
Spanyi  International 


CORRECTION 

In  the  May  1  issue,  we  incorrectly  reported 
Sovereign  Bancorp ’s  annual  revenue.  The 
correct  figure  is  $2.5  billion. 


WHAT  DO  YOU  THINK? 

Send  your  thoughts  and  feedback 
to  letters@cio.com.  Letters  may  be 
edited  for  length  or  clarity.  For  links 
to  all  articles  mentioned,  go  to 
www.  do.  com/printlinks. 
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Baylor  goes  to  the 
head  of  the  IT  class. 


Baylor  University 

Deploys  secure,  user-personalized,  Business-Driven  Network ,™ 

Serving  the  educational  and  recreational  needs  of  1 4,000  students  is  a  tall  order  for  any 
IT  department.  You  have  to  ensure  access  to  critical  classroom  resources  as  well  as 
provide  the  Internet  and  e-mail  services  expected  by  today’s  technology-sawy 
students.  And  security  cannot  be  compromised. 

That’s  why  Baylor  University  turned  to  Enterasys  Networks  and  a  unique  policy-based 
networking  solution.  Through  a  simple-to-administer  interface,  IT  managers  can  assign 
very  specific  access  privileges  that  stay  with  students  wherever  or  however  they  log  on. 
From  class  or  the  residence  hall.  Wired  or  wireless. 

The  network  runs  smoother.  Information  is  secure.  And  students  are  happy. 

Get  the  full  story  at  enterasys.com/baylor 
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Companies  don't  rely 
on  the  Internet. 


They  rely  on  Akamai — The  Business  Internet. 


PREDICTABLE.  SCALABLE.  SECURE. 


•R300LX 


Save  15%  on 
all  Battenesl 


Sony  Ericcson:  Reducing  Web 
appiication  response  times  by  400% 
and  cost  per  user  session  by  33% 


NASDAQ:  Enabling  secure  and  reliable 
financial  information  delivery 


MTV:  Scalable  and  high-performing 
infrastructure  for  event-driven  business 
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FOX  Sports:  Reducing  IT  cost  and 
business  risk  of  event  planning 


Best  Buy:  Reducing  load  on  infrastructure 
and  increasing  conversion  rates 


Toyota:  Meeting  demands  for  online 
products  and  services  by  extending 
infrastructure 


Victoria's  Secret:  Enabling  a  secure 
shopping  experience 


Logitech:  Enabling  marketing 
promotion  with  on-demand  application 


The  Internet  makes  e-business  possible. 
The  Business  Internet  makes  it  profitable. 


Companies  rely  on  The  Akamai  Business  Internet  to  overcome  the  limitations  of  the  Internet  and 
provide  a  predictable,  scalable,  and  secure  platform  for  conducting  e-business.  Built  on  the  largest 
globally-distributed  computing  platform,  Akamai  services  enable  you  to  reach  your  customers, 
partners  and  suppliers  with  reliable,  high-performance  Web  content  and  applications — and  gain 
unique  insight  into  your  e-business  processes  for  total  control. 


Get  your  FREE  white  paper — Learn  more  about  The  Akamai  Business  Internet 
and  how  your  e-business  can  benefit. 

1-888-340-4252  I  www.akamai.com/Businesslnternet 


Akamai 


The  Business  Internet 
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integrated  power  and  cooling  solution. 
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FREE  White  paper! 

"Determining  Total  Cost 
of  Ownership  for 
Data  Center  and 
Network  Room  Infrastructure" 


Just  mail  or  fax  this  completed  coupon  or 
contact  APC  for  your  FREE  white  paper, 

"Determining  Total  Cost  of  Ownership 
for  Data  Center  and  Network  Room 
Infrastructure." 

Also  receive  our  FREE  InfraStruXure" 
brochure.  Better  yet,  order  both  today  at 
the  APC  Web  site! 


Key  Code 

http://promo.apc.com  m403y 

(888)  289-APCC  x2904  •  FAX:  (401 )  788-2797 


FREE  White  paper! 
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Go!  Find  Out  More! 


Are  you  going  to  take  advantage  of 
this  availability  solution  to  prevent 
costly  downtime? 


Stop  hesitating. 


You've  been  given  the 
green  light  to  ensure  the 
continuous  operation  of  your 
mission-critical  electronic 
applications. 


Go  find  out  more  about  how 
InfraStruXure™  can  build  availability 
into  your  business  processes. 


InfraStru 


ure 


POWER 


Open,  adaptable  and  integrated 
architecture  for  on-demand 
network-critical  physical  infrastructure 


They  Are. 


"If  I  had  purchased  the  incumbent 
vendors  3-phase  upgrade  model, 

I  would  have  paid  75%  more  in  service 
costs  over  the  next  four  years  and 
I  would  have  had  to  utilize  50%  more 
of  my  precious  floor  space. " 

Captain  Timothy  Riley 

Support  Services  Division 

City  of  Newport  Beach  Police  Department 


i  VI  any  IT  professionals  have  switched 
from  an  inflexible  proprietary  system  to 
network  critical  physical  infrastructure. 


InfraStruXure™ 
is  the  Key  to 
Stronger  NCPI 

by  Russell  Senesac 

InfraStruXure  Product  Manager 

APC  InfraStruXure1''  architecture  is  the  industry's 
new  benchmark  for  on-demand  network-critical 
physical  infrastructure  (NCPI).  The  foundation  of  IT 
networks,  NCPI  consists  of  power,  power  distribu¬ 
tion,  racks,  cabling,  cable  distribution,  cooling,  and 
cooling  distribution.  Strong  NCPI  defends  your  IT 
networks  against  security  and  availability  problems. 


Complementing  these  benefits  of  strong  NCPI  is 
InfraStruXure's  open,  adaptable,  integrated  ap¬ 
proach,  which  ensures  optimal  performance  and 
lower  upfront  and  operating  costs.  InfraStruXure 
fully  integrates  power,  cooling,  management  and 
services  within  a  rack-optimized  design. 


Power 

InfraStruXure  architecture  features  rack-optimized, 
intelligent  UPSs  and  power  distribution  units  that 
are  highly  manageable,  modular,  and  pre-engineered 
to  meet  the  demands  of  the  smallest  wiring  closet  to 
the  largest  data  center. 


Cooling 

Cooling  solutions  designed  for  InfraStruXure  are 
extremely  flexible,  fitting  almost  any  data  environment 
as  though  custom-made,  but  without  the  extensive 
engineering  that  traditional  cooling  systems  require. 

Management 

InfraStruXure  boasts  the  industry’s  only  fully  integrated 
power  management  solution.  Monitor  the  elements  of 
your  data  center,  understand  how  your  InfraStruXure  is 
performing  and,  when  necessary,  take  action  remotely 
to  ensure  service  levels  are  met — all  from  a  Web  brows¬ 
er  on  your  desktop  computer.  You’ll  be  able  to  maxi¬ 
mize  availability  through  system-level  proactive  man¬ 
agement.  InfraStruXure  management  solutions  are  easy 
to  use  and  require  little  to  no  training. 

Services 

A  full  menu  of  professional  services,  performed  by 
APC  Global  Services  experts,  supports  your 
InfraStruXure  architecture.  Whether  building  a  new 
installation  or  retrofitting  InfraStruXure  into  your 
existing  IT  environment,  a  range  of  services  is  able  to 
meet  your  specific  needs.  Factory-trained  profession¬ 
als  commission  the  elements  of  your  InfraStruXure, 
understand  how  it  is  performing  and,  when  necessary, 
take  action  to  ensure  optimal  service  levels  are  met. 

The  Result 

With  InfraStruXure,  you  get  the  reliability,  afford¬ 
ability  and  predictability  of  standard  solutions,  yet 
completely  customized  for  your  specific  problems. 
As  your  requirements  change,  InfraStruXure  easily 
adapts,  allowing  you  to  build  out  or  scale  back 
capacity  as  it  is  required.* 

FREE  White  Paper  and  Infrastructure™  Brochure 

Visit  http://promo.apc.com  Key  Code  m403y 
Call  888-289-APCC  x2904  •  Fax  401-788-2797 


Are  you  set  to  save  space 
and  minimize  installation 
and  maintenance  costs 
with  a  modular  manageable, 
pre-engineered  architecture? 
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Edited  by  Lafe  Low  and  Michael  Goldberg 
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An  IT  Flower 
Blooms  in  China 


WHEN  STATE  STREET  opened  a  technology 
center  at  Zhejiang  University  in  Hangzhou, 
China,  in  December  2001,  the  goals  were 
modest.  But  since  the  center  opened,  State 
Street  has  found  a  valuable  foothold  in  an 
important  Asian  IT  talent  market. 

The  financial  services  giant  set  up  the  cen¬ 
ter  at  the  university  to  be  part  research  and 
development  lab,  and  part  application  out¬ 
sourcing  facility.  The  school  is  about  a  two- 
hour  drive  southeast  of  Shanghai  and  is 
known  as  a  top- 10  computer  science  school 
in  a  country  that  graduates  nearly  500,000 
engineers  a  year. 

State  Street’s  project  started  with  a  refer¬ 
ence.  One  of  the  company’s  senior  man¬ 
agers  who  was  familiar  with  Zhejiang 
talked  about  the  university.  It  wasn’t  long 
before  a  group  of  professors  was  spending 
six  months  at  the  financial  giant’s  Boston 
headquarters,  working  on  software  projects 


and  familiarizing  itself  with  the  financial 
services  industry  in  general  and  State  Street’s 
development  processes  in  particular.  When 
the  group  returned  to  China,  it  started  the 
center  with  15  students. 

Initially,  the  center  was  slated  for  IT  pilot 
projects  and  prototypes,  said  John  Fiore, 
State  Street’s  CIO  at  the  time,  in  an  inter¬ 
view  with  FinanceAsia  Magazine. 

During  the  past  year,  the  number  of  pro¬ 
grammers  at  the  technology  center  has  grown 
to  nearly  70,  mostly  graduate  students  and 
professors.  The  center  is  now  entrusted  with 
some  of  State  Street’s  most  critical  applica¬ 
tion  development.  For  example,  student 
workers  recently  finished  an  upgrade  to  the 
company’s  equity  trading  system,  which 
because  of  missing  documentation  had  to  be 
completely  reverse-engineered. 

“The  system  is  now  in  production  with 
four  times  the  previous  volume,”  says  cur¬ 


rent  CIO  Joseph  C.  Antonellis.  “And  it  took 
less  than  six  months.” 

Antonellis  insists  that  his  company’s  pro¬ 
gram  is  not  about  cost  savings,  but  acknowl- 

Continued  on  Page  20 


GLOBAL 


ECONOMY 


SARS  Hits  IT  Spending 


WHILE  THE  WORLD  Health  Organization 
declared  on  July  5  that  the  epidemic  of 
severe  acute  respiratory  syndrome,  or  SARS, 
had  been  contained,  the  world  economy  will 
continue  to  feel  the  effects  of  the  deadly  dis¬ 
ease  for  some  time. 

SARS,  which  infected  8,436  people  in 
30  countries  and  killed  812  since  the  first  case 
was  reported  in  China  last  November,  will 


cost  the  global  economy 
$30  billion,  according  to  a 
widely  cited  estimate  by  Mor¬ 
gan  Stanley’s  chief  economist 
IT  analysts  report  that  lowered 
technology  investments  will,  like  the 
disease  itself,  hit  Asian  countries  such  as  China 
and  Taiwan  the  hardest. 

Aberdeen  Group  says  both  demand  for 


technology  goods  and  the  supply  of 
silicon  chips  and  other  computer 
components  will  drop.  That  will 
cost  China  an  estimated  $1.7  bil¬ 
lion  in  IT  spending  as  global 
technology  expenditures  will 
drop  by  $2.2  billion,  Aberdeen 
predicts.  IDC  (a  sister  company  to 
C/O’ s  publisher)  projects  China  will 
lose  about  $1  billion  in  information  tech¬ 
nology  spending.  That  translates  to  an  IT 
spending  growth  rate  of  6.1  percent  instead  of 
7.6  percent  for  2003.  -Lafe  Low 


18  CIO  AUGUST  15,  2003 


www.cio.com 


ILLUSTRATION  BY  STEPHEN  WEBSTER;  PHOTO  BY  AP/WIDE  WORLD  PHOTOS 


A  single  source  for  HR,  payroll,  and  labor  management  solutions  is  a  smart  business  decision.  And  that  source  is  Kronos.  Our  best- 
of-breed  products  are  designed  to  work  together,  so  you’re  able  to  implement  solutions  quickly  and  correctly- the  first  time.  Like 
our  40,000  satisfied  customers,  you’ll  receive  training  and  professional  services  from  a  proven  partner  with  award-winning  support. 
And  if  there  are  ever  any  questions,  they  can  be  answered  with  just  one  phone  call.  To  learn  more,  visit  kronos.com  or  call  800-225-1561. 


m  KRONOS 


©  2003  Kronos  Incorporated.  Kronos  and  the  Kronos  logo  are  registered  trademarks  of  Kronos  Incorporated  or  a  related  company.  All  rights  reserved. 


trendlines 


IT  Blooms  in  China 

Continued  from  Page  1 8 

edges  that  it  is  one  of  the  advantages.  The  graduates  are  paid,  he  says, 
adding,  “this  is  not  a  sweatshop.” 

George  Koo,  the  director  of  the  Chinese  Services  Group  at  Deloitte 
&  Touche,  says  the  benefits  of  State  Street’s  program  go  two  ways. 
Cost  savings  is  an  important  factor:  Chinese  programmers  in  China 
typically  make  between  25  cents  and  33  cents  on  the  dollar  compared 
with  American  IT  workers.  Second,  the  technology  center  gives  State 
Street  a  presence  in  an  area  poised  for  growth.  Koo  says  that  an 
arrangement  like  the  one  that  State  Street  has  with  Zhejiang  can 
build  a  sense  of  loyalty  with  the  Chinese  population. 

Having  workers  halfway  around  the  world  has  other  advantages  as 
well.  “When  we’re  asleep,  they  are  working,”  says  Antonellis.  “And  as 
they  sleep,  we  can  do  the  quality  assurance.”  -Ben  Worthen 
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Cold  Hard  Fun 


I.T.  SPENDING 

Where  They 
Cut,  and  Spend 


We  surveyed  the  CIO  100  honorees— organizations  that  cut 
across  many  industries  and  the  public  sector— to 
find  out  how  they  solve  the  do-more-with-less  equation. 
Below  are  their  responses  to  questions  about  cutting  and 
investing  in  IT  goods  and  services.  (For  the  full  survey 
results,  go  to  www.cio.com/ciol00.) 


Where  They  Save 

CIO  100  honorees  are  cutting  costs  with  resourceful 
practices.  The  sharpest  knife  falls  not  on  hardware  or 
software  costs  but  on  IT  consulting  services,  where 
companies  are  saving  more  than  a  third  on  average. 

Consulting*  37% 

Server  and  network  hardware  22% 

Desktop  hardware  20% 

Telecommunications  20% 


2  0 


NOTHING  MOTIVATES  employees  better  than  cold  hard  cash.  In 
this  anemic  economy,  company  bonuses  are  the  exception. 

Faced  with  a  tight  budget,  Alliant  Energy  Managing  Director  of 
IT  Gregg  E.  Lawry  knew  he  had  to  find  a  resourceful  way  to  keep 
his  troops’  spirits  up,  so  last  August  he  started  encouraging  them 
to  organize  fun  office  activities,  such  as  potluck  lunches  and  guess- 
the-baby  contests.  (For  more  about  Alliant’s  staffing  practices,  see 
“How  to  Create  an  Agile  Workforce,”  Page  64.)  As  a  result,  six  IT 
employees  in  each  of  the  company’s  three  offices  spend  a  few  hours 
each  month  planning  activities  for  the  Alliant  IT  group. 

This  fun  committee  has  put  together  tailgate  parties,  scavenger 
hunts — even  an  office  Olympics.  The  IT  titans  competed  in  six  dif¬ 
ferent  feats  of  strength  and  agility,  including  Nerf  javelin,  croquet 
and  miniature  golf.  The  group’s  effort  to  inject  some  levity  into 
Alliant’s  heads-down  IT  department  has  been  a  success,  judging  by 
the  150-person  turnout  for  the  Saint  Patrick’s  Day  potluck  and  the 
boisterous  45-person  showing  for  the  office  Olympics. 

Of  course,  some  IT  workers  think  the  whole  thing  is  cheesy, 
says  David  Jost,  the  manager  of  IT  consulting  services  who  Lawry 
selected  to  serve  as  instigator  of  fun.  (That  role  now  belongs  to 
Debbie  Runkel,  manager  of  IT  workstation  and  corporate  access.) 
As  long  as  the  naysayers  enjoy  poking  fun  at  their  colleagues, 
though,  Jost  doesn’t  care. 

Part  of  the  reason  the  fun  committee’s  events  have  been  so  suc¬ 
cessful  is  that  they  happen  every  month  or  two,  making  them  part 
of  the  IT  organization’s  culture.  Another  reason  is  that  Lawry 
shows  his  support  by  participating.  In  fact,  he  won  the  office 
Olympics.  “We  think  not  taking  ourselves  so  seriously  and  having 
fun  in  the  workplace  is  a  fundamental  strategy,  not  only  for  reten¬ 
tion  but  for  getting  people  to  want  to  come  into  work,  and  getting 
people  engaged  in  what  they  do,”  he  says.  -Meridith  Levinson 


Maintenance  and  upgrades  17% 

License  fees  16% 

Support  14% 

*This  combines  both  preproject  and  implementation  consulting. 


Where  They  Spend 

Asked  to  list  IT  investment  areas  for  this  year,  CIO  100 
survey  respondents  named  ERP  most  often 


ERP 


40% 


Knowledge  management 
Data  access 
Demand  planning 
CRM/Sales-force  automation 
Supply  chain  management 
Web  services 


36% 

33% 

32% 

29% 

29% 

28% 


Security  24% 

Systems  integration  24% 

Logistics  management  23% 


SOURCE:  "CIO  100  HONOREE  SURVEY" 
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Off  the  Shelf 


Edited  by  Carol  Zarrow 


The  Resourceful  CIO’s  Bookshelf 

“WHAT  BOOKS  HAVE  YOU  READ  RECENTLY  that  prompted  ideas 
for  operating  resourcefully?”  CIO  asked  that  question  in  its 
benchmarking  survey  of  IT  executives  at  the  companies  that 
make  up  this  year’s  CIO  100  honorees.  This  edition  of  Off  the 
Shelf  showcases  the  12  books  most  often  cited  in  their  responses. 
(The  top  six  titles  are  ranked  according  to  the  number  of  responses  they  received  and  are 
accompanied  by  a  brief  excerpt.)  You  can  find  the  reviews  and  excerpts  of  these  books 
that  have  appeared  in  CIO  at  CIO. corn’s  Reading  Room  ( www.cio.com/books ). 


Good  to  Great:  Why  Some  Companies 

Make  the  Leap... And  Others  Don’t 

By  Jim  Collins 

HarperColllns  Publishers,  2001 

“Good  is  the  enemy  of  great.  And  that  is  one  of 
the  key  reasons  why  we  have  so  little  that 
becomes  great.  We  don’t  have  great  schools, 
principally  because  we  have  good  schools.  We 
don’t  have  great  government,  principally 
because  we  have  good  government.  Few  people 
attain  great  lives,  in  large  part  because  it  is  just 
so  easy  to  settle  for  a  good  life.  The  vast  majority 
of  companies  never  become  great,  precisely 
because  the  vast  majority  become  quite  good— 
and  that  is  their  main  problem.” 

Execution:  The  Discipline 
of  Getting  Things  Done 

By  Larry  Bossidy  and  Ram  Charan 
Crown  Business,  2002 

“Most  often  today  the  difference  between  a 
company  and  its  competitor  is  the  ability  to 
execute.  If  your  competitors  are  executing 
better  than  you  are,  they’re  beating  you  in  the 
here  and  now,  and  the  financial  markets  won’t 
wait  to  see  if  your  elaborate  strategy  plays  out. 
So  leaders  who  can't  execute  don’t  get  free 
runs  anymore.  Execution  is  the  great  unad¬ 
dressed  issue  in  the  business  world  today.  Its 
absence  is  the  single  biggest  obstacle  to 


success  and  the  cause  of  most  of  the  disap¬ 
pointments  that  are  mistakenly  attributed  to 
other  causes." 

Jack:  Straight  from  the  Gut 

By  Jack  Welch,  Warner  Books,  2001 

“I  sensed  [Six  Sigma]  was  a  lot  more 

than  statistics  for  engineers,  but  I  didn’t 
have  any  idea  just  how  much  more  it  would 
become.  The  big  myth  is  that  Six  Sigma  is 
about  quality  control  and  statistics.  It  is  that — 
but  it’s  a  helluva  lot  more.  Ultimately,  it  drives 
leadership  to  be  better.” 

Who  Says  Elephants  Can’t  Dance? 

Inside  IBM’s  Historic  Turnaround 

JP  SK 

By  Louis  V.  Gerstner  Jr. 

HarperCollins,  2002 

“I  came  to  see,  in  my  time  at  IBM,  that  culture 
isn’t  just  one  aspect  of  the  game— it  is  the 
game....  Any  management  system  can  set  you 
on  the  right  path  and  carry  you  for  a  while.  But 
no  enterprise— whether  in  business,  govern¬ 
ment,  education,  health  care,  or  any  area  of 
human  endeavor— will  succeed  over  the  long 
haul  if  those  elements  aren’t  part  of  its  DN  A.” 

The  Five  Dysfunctions  of  a  Team: 

A  Leadership  Fable 

By  Patrick  Lencioni, 

Jossey-Bass,  2002 


“For  all  the  attention  that  it  has  received  over 
the  years,  teamwork  is  as  elusive  as  it  has  ever 
been  within  most  organizations.  The  fact 
remains  that  teams,  because  they  are  made  up 
of  imperfect  human  beings,  are  inherently 


The  Rest  of  the  Story 


The  Four  Obsessions  of  an 
Extraordinary  Executive 

By  Patrick  Lencioni,  Jossey-Bass,  2000 

The  Information  Paradox:  Realizing  the 
Business  Benefits  of  Information  Technology 

By  John  Thorp,  McGraw-Hill,  1999 

The  Innovator’s  Dilemma:  When  New 
Technologies  Cause  Great  Firms  to  Fail 

By  Clayton  M.  Christensen 
Harvard  Business  School  Press,  1997 

The  Leadership  Engine:  How  Winning 
Companies  Build  Leaders  at  Every  Level 

By  Noel  M.  Tichy 
HarperCollins  Publishers,  1997 

Lean  Manufacturing: 

Tools,  Techniques  and  How  to  Use  Them 

By  William  M.  Feld,  CRC  Press,  2000 

Out  of  the  Box:  Strategies  for  Achieving 
Profits  Today  &  Growth  Tomorrow  Through 
Web  Services 

By  John  Hagel  III  and  John  Seely  Brown 
Harvard  Business  School  Press,  2002 


dysfunctional.  But  that  is  not  to  say  that 
teamwork  is  doomed.  Far  from  it.  In  fact, 
building  a  strong  team  is  both  possible  and 
remarkably  simple.  But  it  is  painfully  difficult.” 

Making  l/T  Work:  An  Executive's 
Guide  to  Implementing  Information 
Technology  Systems 

By  Dennis  Severance  and 
Jacque  Passino,  Jossey-Bass,  2002 

“Creating  results  involves  more  than  buying 
new  software,  hardware  and  networks.  It 
requires  addressing  issues  that,  when  over¬ 
looked,  can  turn  an  investment  into  an  expendi¬ 
ture.  Hundreds  of  companies  have  spent 
billions  of  dollars  on  new  technology  with 
limited  results.  Companies  need  approaches 
that  address  the  issues  that  impede  the  ability 
of  technology-enabled  change  to  create  new 
levels  of  business  performance.” 
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Goalkeepers 


MARK  A.  BREWER,  senior  vice  president  and  CIO  of  Seagate  Tech¬ 
nology,  has  five  goals  for  the  year.  Under  each  one,  he’s  got  specific 
action  items  to  accomplish  during  the  year.  And  all  of  his  1,000  IT 
workers  can  see  them. 

Seagate,  one  of  this  year’s  CIO  100  honorees,  has  implemented 
an  IT  tool  designed  to  maintain  a  clearly  defined  list  of  goals  for 
professional  employees  all  the  way  up  to  the  CEO— in  all,  one-third 
of  the  company’s  45,000  workers  dispersed  in  offices  and  plants 
around  the  globe.  Installed  as  an  icon  on  the  corporate  portal  and 
tied  to  an  Oracle  ERP  system  HR  module,  the  tool  from  Performa- 
works  lets  an  employee  see  her  goals  for  the  year  and  the  goals  of 
her  superiors.  (For  more  on  Brewer’s  management  techniques,  see 
“Six  Sigma  Comes  to  IT,”  Page  87.) 

The  idea  was  to  align  an  individual’s  objectives  to  corporate 
goals  (things  like  “design  and  implement  best-in-class  processes 


are  using  performance  manage¬ 
ment  applications  such  as  Sea¬ 
gate’s  as  a  way  to  bridge  what  are 
typically  important  gaps  between 
corporate  and  personal  objec¬ 
tives.  “It’s  not  clear  to  many  em¬ 
ployees  what  the  corporate  strat¬ 
egy  is  or  how  they  fit  into  the  over¬ 
all  scheme,"  the  report  states. 

Hanlon  and  Brewer— who  each 
have  spent  time  overseas  and 
understand  communication  chal¬ 
lenges  for  far-flung  employees— 


Mark  Brewer,  CIO,  Seagate  Technology 


An  icon  on  the  corporate  portal 
lets  an  employee  see  her  goals 
for  the  year  and  the  goals  of  her 
superiors. 


that  drive  revenue  growth  and  reduce  cost”),  says  Karen  Hanlon, 
vice  president  of  HR  at  Seagate.  "Performance  management  is  the 
most  important  thing  [HR]  can  bring”  to  support  the  company’s 
move  to  Web-enable  business  processes. 

AMR  Research  noted  in  a  December  2002  report  that  companies 


started  looking  at  the  goal-shar¬ 
ing  challenge  in  2000;  by  July  2002,  they  had  opened  the  portal 

application  at  MySeagate.com  to  15,000  col¬ 
leagues.  Managers  and  their  employees  get 
notified  if  a  goal  to  be  achieved  is  overdue. 
Each  worker  has  a  "watch  list"  of  colleagues 
within  his  department  who  share  overlapping 
goals.  The  top  20  executives  assemble 
monthly  to  review  their  group’s  goals. 

Hanlon  says  it’s  still  early  to  evaluate  the  full 
impact  of  the  Performaworks  application.  But 
Brewer,  whose  goal  list  includes  creating  a 
three-year  IT  strategic  plan,  says  the  system  helps  him  as  a  manager. 
"As  my  staff  creates  their  goals,  you  find  some  people  write  goals 
very  well,  others  poorly,"  he  says,  adding  the  system  allows  him  "to 
take  the  best  ideas  and  get  people  to  think  about  what  their  goals  are 
and  metrics  for  performance.”  -Michael  Goldberg 
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Great  Ideas  in  Small  Packages 


THIS  YEAR’S  CROP  of  CIO  100  honorees 
include  small  organizations  along  with 
giants.  Here  are  tips  for  doing  more  with 
less  from  two  of  the  smaller  businesses. 

Keep  the  budget  lid  on.  Chase  Pitkin 
Home  Centers  lives  by  this  rule:  “If  you 
don’t  know  the  business  benefit,  you  had 
better  not  do  it  because  technology  is  pretty 
dam  expensive,”  says  T.  Christopher  Dorsey, 
CIO  and  controller  at  the  retailer.  Business 
volume  has  increased  even’  year  at  Chase 
Pitkin’s  15  stores,  while  IT  spending  contin¬ 
ues  to  decline.  The  company  uses  non-IT 
departments’  staff  for  basic  IT  needs  such  as 
“light”  development  work,  certification  and 


testing.  For  example,  members  of  the 
accounting  staff  do  some  coding,  testing  and 
validation  of  new  financial  systems. 

Chase  Pitkin  identifies  the  hard  dollar  sav¬ 
ings  of  a  project,  evaluates  the  ROI  and 
applies  economic  value-added  analysis,  which 
takes  into  account  the  cost  of  capital  required 
to  fund  the  project.  Then,  the  company  meas¬ 
ures  actual  versus  budgeted  results  on  an 
ongoing  basis. 

Cross-train  staff.  Most  doc¬ 
tors’  offices  have  a  staff-to- 
physician  ratio  of  3-to-l.  Seattle 
Eye  M.D.s  has  cut  this  ratio  in 
half.  All  of  Seattle  Eye  M.D.s’ 


six  support  employees  are  trained  to  trou¬ 
bleshoot  the  software  and  hardware  they 
use  every  day — including  workstations, 
point-of-sale  software  and  a  SQL  Server- 
based  Electronic  Practice  Management  soft¬ 
ware  package.  Networked  office  man¬ 
agement  technology  has  eliminated  the  need 
for  a  dedicated  billing  specialist  and  a  full¬ 
time  physician  assistant.  These  moves  mean 
the  company  can  operate  two 
retail  stores  and  a  Web  store 
with  existing  staff,  says  Dar¬ 
win  J.  Liao,  an  opthamologist 
who  serves  as  Seattle  Eve 


M.D.s’  CIO. 


-Lafe  Low 
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Sales  department  spots 

NEW  BUYING  TRENDS 


MARKETING  DEPARTMENT  REQUESTS 


REPORT  ON  NEW  TREND 


Customers  have 

SOOOOO  MOVED  ON 


Is  THIS  THE  NATURE  OF  YOUR 

Business  Intelligence? 


Call  Actuate 


^ACTUATE. 


Enable  your  IT  Department  to  build  scalable  Information  Applications  that  give 

ALL  USERS  ACCESS  TO  THE  RIGHT  DATA-IN  A  FORM  THEY  CAN  ACT  ON  RIGHT  AWAY. 

Start  running  the  right  kind  of  circles  around  your  competition  with  a  scalable  Business 
Intelligence  solution  that  makes  everyone  successful:  Actuated  Information  Application 
Platform.  Using  Actuate  7,  you  can  build  dashboards,  enterprise  reporting,  and  other 
Information  Applications  that  bring  information  access  and  analysis  to  100%  of  your 
organization.  All  in  forms  they  can  use  to  take  the  right  action  — like  Excel,  PDFs,  Web 
pages,  and  more.  And  unlike  traditional  business  intelligence  tools,  Actuate  7  empowers 
everyone,  not  just  power  users,  and  offers  the  lowest  TCO.  So  contact  Actuate  today 
and  let  information  branch  out  to  everyone:  1-800-914-2259. 

www.actuate.com/empower 


Actuate  Corporation  ©  2003.  All  rights  reserved.  Actuate  is  a  registered  trademark  of  Actuate  Corporation 
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Edited  by  Elana  Varon 


HOMELAND 


DEFENSE 


Infosec  Mandates  Are  an  Option, 
Says  House  Cybersecurity  Chairman 


A  TOP  REPUBLICAN  congressman  with 
jurisdiction  over  cybersecurity  says  it  may 
be  time  to  require  private  industry  to  pro¬ 
tect  its  slice  of  cyberspace  from  attack. 

While  both  President  Bush  and  the  Clin¬ 
ton  administration  before  him  have  urged 
voluntary  private-sector  cooperation  on  this 
issue,  Rep.  Mac  Thornberry  (R-Texas), 
chairman  of  the  House  Subcommittee  on 
Cybersecurity,  Science,  Research  and  Devel¬ 
opment,  says  he’s  investigating  whether  urg¬ 


ing  CIOs  and  CISOs  to 
improve  security  is  enough. 
“You  don’t  want  to  be  too 
quick  on  the  draw  with  new 
mandates,”  says  Thorn- 
berry.  “But  you  can’t  be  too 
hesitant  to  pull  the  trigger 
when  there  are  concerns.” 
The  congressman  offered  no 
further  detail  about  his  cri¬ 
teria  for  imposing  regula- 


FINANCIAL 


REGULATIONS 


NASD  Rules  Cement  Need  to 
Preserve  Instant  Messages 

ADD  SAVING  INSTANT  MESSAGES  to  your  Sarbanes-Oxley  compliance  to-do  list. 
Since  the  Nasdaq  this  summer  joined  the  New  York  Stock  Exchange  in  requiring  its 
members  to  save  instant  messages,  there’s  a  clear  precedent  for  what  documents 
need  to  be  retained  under  the  law.  Between  the  software  to  capture  the  messages 
and  the  extra  storage  space  you’ll  need,  you’ll  end  up  spending  more  than  what  you 
already  plan  to  spend  on  e-mail  retention. 

Sarbanes-Oxley  introduces  a  set  of  policies  in  which  public  companies  need  to 
save  every  document  relating  to  a  potential  audit.  Instant  messaging  isn't  specified 
in  the  SEC's  implementation  regulations  for  Sarbanes-Oxley,  says  SEC  spokesman 
John  Heine.  "The  key  is  the  content  and  audience  of  a  message,”  he  says.  (For  more 
about  the  SEC's  records  retention  rules  for  Sarbanes-Oxley,  see  the  March  15, 
2003,  Washington  Watch  at  www.cio.com/printtinks .) 

With  such  guidelines  in  mind,  the  NASD,  which  monitors  trading  on  the  Nasdaq, 
wants  its  members  to  treat  instant  messages  just  like  their  e-mail.  “More  and  more 
members  are  using  [them],"  says  Michael  Shokouhi,  an  NASD  spokesman. 

Saving  all  these  communications  could  end  up  costing  companies  about  $3  mil¬ 
lion  annually  for  every  10,000  employees,  says  David  Greene,  director  of  market 
solutions  for  compliance  technology  vendor  Zantaz.  Most  of  that  price  tag  will  end 
up  being  the  cost  of  storing  electronic  communications  at  a  rate  of  more  than  three 
terabytes  per  year.  -Ben  Worthen 


tions  or  what  they  would  be. 

Whether  he  gets  the  chance  to  weigh  in, 
however,  depends  on  if  he  is  able  to  assert 
any  influence  amid  the  handful  of  other 
committees,  including  the  House  Subcom¬ 
mittee  on  Technology,  Information  Policy, 
Intergovernmental  Relations 
and  the  Census,  that  have 
already  staked  a  claim  to 
the  cybersecurity  issue.  Ari 
Schwartz,  an  associate  di¬ 
rector  for  the  proconsumer 
Center  for  Democracy  and 
Technology,  thinks  it’s  un¬ 
likely  that  Thomberry’s  sub¬ 
committee  will  blaze  new 
trails  in  cybersecurity  legis¬ 
lation.  Ty  R.  Sagalow,  COO 
for  insurance  company  AIG 
eBusiness  Risk  Solutions,  says  Thornberry 
could  use  the  committee’s  “bully  pulpit” 
to  encourage  the  private  sector  to  improve 
information  security. 

In  fact,  Thornberry’s  favored  approach 
is  to  encourage  security  best  practices 
without  regulation — an  approach  en¬ 
dorsed  by  the  White  House — and  to  cre¬ 
ate  incentives  for  private  industry  to 
protect  the  Internet.  One  such  incentive 
might  be  tax  breaks  for  companies  that 
focus  on  cybersecurity. 

There  aren’t  any  specific  legislative 
proposals  on  the  table  yet,  adds  Thorn¬ 
berry,  who  was  appointed  in  March. 
Among  his  top  priorities  is  to  keep  a 
close  eye  on  the  cybersecurity  readiness 
of  the  Department  of  Homeland  Security', 
Thornberry  says,  because  other  federal 
agencies  will  be  looking  to  DHS  as  a  bea¬ 
con  of  best  practices. 

Thornberry,  a  rancher  and  lawyer  before 
joining  the  House  in  1995,  is  a  member  of 
the  House  Armed  Services  Committee. 
Though  he  is  new  to  cybersecurity,  his 
long-range  focus  on  national  security  issues 
has  prepared  him  for  the  subcommittee 
chairmanship,  he  says. 

-Grant  Gross 
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Dependable  technology  builds  confidence. 


When  you  set  out  to  conquer  e-business  challenges,  success  or  failure  often  hinges 
on  your  technology  partner.  Consider  the  partner  that  4  out  of  5  FORTUNE  500® 
companies  already  trust:  Sterling  Commerce.  With  a  25-year  track  record  of 
helping  businesses  successfully  improve  performance  and  operating  metrics, 
no  partner  is  more  dependable  or  more  knowledgeable. 


Integrating  existing  processes?  Developing  new  ones?  Building  entire  electronic 
trading  communities?  Look  to  us  for  dependable  software  and  services. 

It's  all  a  matter  of  confidence. 


J  sterling  commerce 


www.sterlingcommerce.com 


©2002  Sterling  Commerce.  Inc.  ALL  RIGHTS  RESERVED.  Sterling  Commerce  and  the  Sterling  Commerce  logo  are  trademarks  of  Sterling  Commerce,  Inc. 


Sterling  Commerce  is  an  SBC  Communications  Inc.  company. 
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WIRELESS  TECHNOLOGY 

Saving  Lives 
with  Satellites 


“THE  AVERAGE  AMERICAN  16-year-old  has  more  access  to 
current  health  and  medical  information  through  their  AOL 
account  than  most  doctors  practicing  in  Africa  will  ever 
have,  and  they  are  facing  some  of  the  world’s  greatest  med¬ 
ical  challenges,”  says  Holly  Ladd,  executive  director  for 
SatelLife,  a  nonprofit  global  health-care  advocacy  group 
based  in  Watertown,  Mass. 

Since  1987,  SatelLife  has  applied  a  variety  of  technolo¬ 
gies  to  rectify  that  information  imbalance.  SatelLife  uses  satel¬ 
lites,  radios  and  the  Internet  to  disseminate  medical 
information  each  week  to  more  than  20,000  physicians  in 
150  developing  countries  that  typically  spend  less  money  per 
person,  per  year  on  health  care  than  an  American  spends 
for  an  extra  value  meal  ($5)  at  McDonald’s.  Earning  an  aver¬ 
age  of  $250  per  month,  these  physicians  can’t  afford  sub¬ 
scriptions  to  medical  journals,  which  Ladd  says  can  cost 
$1,000  a  year. 

In  the  days  before  the  Internet,  SatelLife  used  two  low- 
Earth-orbit  satellites  to  maintain  e-mail  connectivity.  The 
satellites  orbited  the  Earth  anywhere  from  three  to  14 
times  every  day.  As  they  passed  over  countries  where  the 
physicians  were  practicing,  they  communicated  with 
ground  stations  using  two  FM  channels  to  upload  e-mail 
from  local  computers  to  SatelLife’s  primary  computer  in 
Boston  and  to  download  content  from  SatelLife’s  home 
base  to  local  computers. 

Today,  dial-up  networks  and  local  Internet 
access  have  replaced  satellite  ground  sta¬ 
tions.  Instead  of  using  low-Earth-orbit 
satellites,  SatelLife  uses  geostation¬ 
ary  satellites  that  remain  parked 
over  the  continents  where  Satel¬ 
Life  provides  medical  content 
and  electronic  discussion 
groups.  The  geostationary 
satellites  also  send  radio 
broadcasts  such  as  the  BBC 
to  portable  radios  on  the 
ground.  “If  you  connect  the 
radio  to  a  computer,  it  be¬ 
comes  a  modem,  enabling 
us  to  send  large  volumes  of 
text  material  to  computers 
on  the  ground,”  Ladd  says. 

“If  we  can  give  them  one  piece 
of  information  every  week  that 
helps  with  patient  care  that  saves  one 
life,  then  we  have  found  a  compelling  way  to  use  infor¬ 
mation  technology.” 

-Meridith  Levinson 


SECURITY 

Keeping  an  Eye 
on  Refugees 

AT  THE  EMBATTLED  BORDER  between  Pakistan  and  Afghan¬ 
istan,  the  United  Nations  High  Commissioner  for  Refugees 
project  (UNHCR)  is  using  a  modern  solution  to  solve  a  prob¬ 
lem  as  old  as  war  itself:  making  sure  aid  is  distributed  equally 
to  those  displaced  by  conflict.  The  agency  is  employing  iris 
scanners  to  ensure  that  refugees  who  apply  for  aid  in  one  of 
the  designated  registration  centers  have  not  done  so  before. 

An  iris  recognition  camera  at  a  UNHCR  test  center  takes 
an  iris  image,  or  code,  when  a  refugee  files  for  humanitarian 
assistance.  The  system  then  send  the  image  to  a  local  server 
and  scans  the  database  to  determine  whether  the  unique  iris 
code  has  already  been  stored.  If  not,  the  refugee  is  regis¬ 
tered,  the  iris  code  is  stored  in  the  database  and  a  customer 
information  number  (CIN)  confirms  the  enrollment.  If  the 
refugee’s  iris  code  is  already  in  the  database,  the  system 
returns  an  alarm  and  the  person’s  original  CIN  number.  This 
registration  and  recognition  process  takes  20  seconds. 

The  test  phase  of  the  iris  recognition  refugee  enrollment 
system  started  at  the  UNHCR  voluntary  repatriation  center  in 
Takhta  Baig,  Pakistan,  in  September  2002.  The  project’s  pri¬ 
mary  objective  was  to  enroll  all  adult  refugees.  Within  three 
weeks,  there  were  15,000  refugees  registered.  Now  the  data¬ 
base  holds  more  than  100,000.  Data  is  synchronized 
between  all  local  servers  every  24  to  48  hours  so  that  all  loca¬ 
tions  have  current  copies  of  all  registered  refugee  iris  scans 
in  order  to  prevent  multiple  enrollments  at  different  iris  reg¬ 
istration  centers. 

“Because  we  work  in  the  harshest  of  conditions,  much  of 
our  attention  goes  to  keeping  the  systems  up  and  running 
and  maintaining  the  installation,”  says  Machiel  van  der 
Harst,  head  of  BiolD  Technologies,  the  Swiss  company  that 
developed  the  application  and  manages  the  enrollment 
operation  with  local  staff. 

-Kathleen  Carr 
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Industry  experts  estimate  that  up  to  70%  of  system  failures  can 
be  attributed  to  cabling  issues.  The  hardware  and  software  that 
drives  a  converged  network  is  only  as  good  as  the  cabling 
infrastructure  that  supports  the  system. 

PANDUIT®  has  joined  forces  with  Cisco  Systems  and  ARC  to 
address  the  network,  power  and  cabling  infrastructure 
considerations  surrounding  IP  telephony  and  to  provide  a 
proven  end-to-end  solution  for  converged  networks. 

The  PANDUIT  Architecture  for  Converged  Technologies  (PACT) 
brings  together  these  technology  partners  to  provide  tested  and 
proven  interoperability  and  performance  for  an  optimized, 
efficient  VoIP  solution. 

a*  wmw  mNaurr 


PANDUIT  is  the  Leading  Global  Provider  of 
Network  Connectivity  Solutions 

Innovative  Technology  and  Leading  Edge 
Partnerships  for  your  Network  Infrastructure 

B  Copper  Connectors 
a  Fiber  Optic  Connectors 
a  Network  Rack  Systems 
a  Network  Outlets 
m  Network  Identification  Systems 
l  Network  Grounding  Systems 
l  Physical  Layer  Management  Systems 
fl  Raceway  Systems 

To  receive  a  copy  of  our  VoIP  Technology  Guide 
(SA-CPCB03),  please  call  800-777-3300  (North  America  only) 
For  technical  assistance,  call  866-405-6654  (North  America  only) 
or  e-mail  us  at  ncginfo@panduit.com. 


Cisco  Systems 


Service  Provider 
Solution  Partner 


NETWORK  CONNECTIVITY  GROUP 


Tinley  Park,  IL  60477-3091 


www.panduit.com/vip0 1 


THE  RESOURCEFUL  100 


OVERVIEW 


ESOURCEFU 


It’s  not  just  about  cutting  costs.  As  100  companies  show  us,  true 
resourcefulness  lies  in  creatively  extracting  value  from  all  aspects  of  IT. 


AFTER  STOCKS  TUMBLED  AND  EARNINGS  SLID 

three  years  ago,  CIOs  took  steps  to  rein  in  technology  spend¬ 
ing.  They  let  people  go,  froze  salaries,  canceled  projects  and 
fired  consultants.  But  those  solutions  can  go  only  so  far  before 
cost-cutting  begins  to  cannibalize  essential  operations,  hurt 
quality  and  service  levels,  and  stifle  innovation.  Tough  times 
demand  more  than  penny-pinching  and  bullet-biting;  they 
require  resourcefulness— creativity  combined  with  a  commit¬ 
ment  to  wring  the  most  value  from  every  IT  dollar.  From  nearly 
400  applications,  we  chose  the  100  companies  whose 
resourceful  practices  have  best  helped  them  preserve  busi¬ 
ness-critical  IT  capabilities  and,  just  as  important,  invest  in 
new  systems  to  drive  efficiency  and  fuel  growth. 

"It’s  really  easy  when  you’re  under  cost  pressure  to  adopt  a 
don’t-do-anything,  slash-and-burn  sort  of  approach,”  says 
Doug  Busch,  vice  president  and  CIO  of  honoree  Intel.  But  the 
resourceful  approach  is  not  just  to  cut  costs  but  to  become  bet¬ 
ter  by  improving  efficiency  without  compromising  quality. 
Busch  is  systematically  reducing  IT  costs  while  improving  serv¬ 
ices.  His  goal  is  to  cut  his  costs  per  unit  of  service  in  half,  which 
allows  the  savings  to  fund  new  initiatives,  such  as  providing 
wireless  laptops  to  improve  employee  productivity. 


HOW  WE  CHOSE 


After  settling  on  resourcefulness  as 
this  year’s  CIO  100  theme,  we  devel¬ 
oped  an  application  for  companies  to 
submit  that  would  identify  several  aspects  of 
their  resourceful  IT  management.  We 
solicited  applications  through  advertising, 
newsletters  and  e-mail.  While  we  waited  for 
the  apps  to  roll  in,  we  tapped  a  panel  of  IT 
management  specialists  (see  “CIO  100 
Panel  of  Experts,”  Page  34)  and  our  in- 
house  experts  to  recommend  and  nominate 
organizations  distinguished  for  their 
resourcefulness.  We  invited  these  nominees 


to  apply  as  well.  The  combined  pool  of  appli¬ 
cants  and  nominees  totaled  nearly  400. 

Teams  of  CIO  editors  and  writers  made 
initial  recommendations  about  each 
entrant.  We  debated  how  each  company 
stacked  up  against  the  others  in  terms  of  the 
depth  and  breadth  of  their  resourceful  prac¬ 
tices,  their  creativity,  the  results  they 
achieved  and  the  take-aways  they  could 
provide  to  our  readers.  Telling  a  good  story 
about  cost-cutting  or  vendor  negotiation 
wasn’t  enough  to  garner  an  award— almost 


every  applicant  had  a  method  for  shaving 
expenses.  Nor  was  it  enough  to  demonstrate 
that  an  IT  organization  is  well-run— evi¬ 
dence  that  a  company  employs  IT  manage¬ 
ment  best  practices  was  a  prerequisite  for 
making  it  past  the  first  screening.  To  be 
selected,  companies  needed  to  be  more 
than  reactionary;  their  achievements  reach 
beyond  the  low-hanging  fruit.  We  think  the 
resulting  list  defines  the  state  of  the  art  in 
generating  greater  value  with  more  limited 
IT  resources.  -E.V. 


This  redistribution  of  funds  carved  out  of  fixed  costs  is  a  common 
theme  among  the  Resourceful  100  honorees,  which  represent  more  than 
a  dozen  major  private-sector  industries,  nonprofits,  government  agencies 
and  the  military.  They  range  from  small  startups,  such  as  fuel-cell  maker 
Plug  Power,  to  multinationals,  such  as  Procter  &  Gamble.  Other  hall¬ 
marks  of  the  Resourceful  100:  They  routinely  cultivate  creative  ideas  for 
system  reuse.  They  build  adaptable  and  flexible  staffing  models  and  make 
thoughtful  sourcing  choices.  They  continuously  improve  the  quality  of 
their  software  development  and  project  management.  They  add  rigor  to 
their  decision  making  and  build  win-win  partnerships. 

And  they  do  it  all  with  alacrity — 80  percent  of  our  honorees  routinely  get 
a  resourceful  idea  off  the  drawing  board  in  three  months  or  less,  according 
to  “The  CIO  100  Honoree  Survey.”  (Full  results  are  online  at 
ivww.cio.com/ciol  00.)  Financial  necessity  may  be  the  mother  of  cost-control 
invention,  but  in  the  most  resourceful  companies,  managing  IT  staff  and 
assets  more  effectively  isn’t  defined  solely  by  business  conditions.  For  our 
honorees,  resourcefulness  transcends  the  state  of  the  economy.  Resource¬ 
fulness  is  an  ethos,  a  guiding  principle  for  a  corporate  culture  that  continu¬ 
ally  questions  whether  there  is  still  more  value  to  be  gained  and  more  and 
ever  smarter  ways  to  invest  precious  assets.  To  sustain  this  principle  in  both 
bad  times  and  good,  87  percent  of  our  chosen  companies  rely  on  repeatable, 
often  formalized  processes  to  identify  and  implement  resourceful  ideas. 


ORGANIC  CULTURE 

Automotive  parts  supplier  Delphi,  a  CIO  100  honoree,  watched  its  margins 
dip  in  2001,  along  with  automobiles  sales.  Vice  President  and  CIO  Bette 
Walker,  who  was  then  running  IT’s  global  business  services  and  operations 
division,  decided  the  conventional  response — making  across-the-board  cuts 
to  meet  targets  dictated  by  corporate  budgeteers — would  deepen  sinking 
morale.  Instead,  she  challenged  her  managers  to  scrutinize  whether  it  would 
be  cheaper  to  buy  or  lease  PCs  (leasing  made  sense  for  operations  in 
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Mexico)  and  whether  any  legacy  systems 
could  be  retired  (thousands,  it  turned  out).  In 
two  years,  The  Challenge,  as  the  company 
now  calls  it,  helped  Delphi  slice  more  than 
$200  million  from  its  worldwide  IT  budget, 
in  many  cases  exceeding  the  original  man¬ 
dated  targets. 

Since  then,  Walker’s  approach  to  cost 
management  has  become  a  corporate  stan¬ 
dard  and,  she  contends,  it  has  become  part 
of  the  corporate  culture — changing  the  way 
the  company  thinks  about  its  investments. 

An  in-depth  look  at  how  another 
Resourceful  100  company,  Marriott  Inter¬ 
national,  created  and  perpetuated  a 
resourceful  culture  begins  on  Page  38,  with 
“The  Keys  to  Marriott’s  Success.” 

Resourcefulness  starts  with  a  resolve  to 
waste  nothing.  Nearly  every  one  of  our  hon- 
orees  has  a  process  for  systematically  reusing 
its  hardware  and  software  assets  instead  of 
buying  new  equipment  or  writing  new 
code — whether  it  hands  down  used  PCs  to 
employees  who  have  light-duty  computing 
needs  when  power  users  get  an  upgrade,  or 
repurposes  an  e-commerce  application  for 
multiple  suppliers.  Intel  avoided  more  than 
$24  million  in  hardware  expenditures  during 
a  recent  two-year  period  by  collecting  and 
redistributing  within  the  company  equipment 
that  had  outlived  its  original  purpose.  The 
company  also  reallocates  software  licenses 
when,  for  instance,  one  project  is  finished 
and  the  same  application  is  needed  for 
another  job.  For  innovative  reuse  ideas  from 
other  honorees,  see  “Deja  New”  on  Page  61. 

STRONG 

GOVERNANCE 

The  necessity  for  making  the  most  of  scant 
resources  has  prompted  CIO  100  compa¬ 
nies  to  install  tough  standards  and  proce¬ 
dures  for  justifying,  approving  and 
managing  IT  investments.  The  payoff  is  bet¬ 
ter  leverage  of  existing  assets,  justification 
for  major  expenditures  that  would  other¬ 
wise  be  shelved,  and  elimination  of  wasteful 
or  unnecessary  projects.  In  early  2002,  when 
David  L.  Zeppieri  became  the  first  CIO  with 


ENLIGH'fi^WMN? 

Resourceful  best  practices 
emerge  out  of  desperate 
economic  constraints 

CIO  100  honorees  took  major  hits 
since  the  boom  times  of  2000... 


31% 

Have  suffered  revenue  declines. 

66% 

Cut  IT  budgets  by  an  average 
of  9  percent. 

72% 

Slashed  IT  payroll  by  an  average 
of  one-third. 

72% 

Will  not  hire  IT  employees  inthe 
next  12  months. 


...but  they’ve  maintained  resources  by 
leveraging  these  most-cited  practices. 


86%  hold  users  accountable 

or  share  responsibility  with  business 
sponsors  for  project  payoffs. 

86%  have  a  formalized  process 

to  identify  IT  assets  that  can  be  reused, 
repurposed  or  retired. 

78%  use  governance  procedures 

to  consider  and  approve  resourceful 
ideas  in  three  months  or  less. 

75%  collect  IT  projects 

in  a  portfolio  for  better  management  over¬ 
sight  and  investment  decision  making. 

65%  regularly  conduct 
post-implementation  audits 

for  major  projects. 

SOURCE:"CIO  100  HONOREE  SURVEY" 
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the  federal  Office  of  Justice  Programs, 
investments  were  being  made  in  a  vacuum 
on  a  case-by-case  basis.  One  of  the  first 
things  he  did  was  establish  governance  pro¬ 
cedures  that  allowed  the  agency  to  priori¬ 
tize  investments.  He  also  put  in  place  project 
and  portfolio  management  (as  did  three- 
quarters  of  the  Resourceful  100)  to  ensure 
investments  adhered  to  schedules  and  budg¬ 
ets  and  aligned  with  strategy.  The  proce¬ 
dures  resulted  in  cancellation  of  redundant 
projects,  postponement  of  others  that  weren’t 
fully  fleshed  out  and  the  revival  of  a  strate¬ 
gically  important  system  that  had  languished 
because  of  performance  problems.  And  a 
heavy  hitter  backed  Zeppieri’s  push  for  strong 
governance.  “I  had  a  letter  from  [Attorney 
General  John  Ashcroft]  saying  IT  investment 
had  to  come  from  the  CIO,”  he  says. 

For  more  about  how  to  use  governance 
to  increase  resourcefulness,  read  “Deciding 
Factors”  on  Page  49. 

At  honoree  Merrill  Lynch,  scrutiny  of  all 
IT  investments  has  been  intense,  resulting  in 
about  $3  billion  in  savings  during  the  past 
three  years,  according  to  Byron  Vielehr,  CTO 
for  Merrill’s  Global  Private  Client  Group. 
The  cuts,  which  include  a  $403  million 
reduction  in  telecommunications  and  IT  con¬ 
sulting  costs  since  2002,  were  instrumental  in 
the  company’s  ability  to  show  a  profit  last 
spring.  Nevertheless,  Merrill  has  pressed 
ahead  with  a  big  spend — $1  billion  for  a 
wealth  management  workstation  platform 
that  will  roll  out  this  fall.  “The  real  question 
we  asked  was  not  whether  to  do  this,  but 
how  do  we  do  the  project  more  effectively — 
do  we  build  it  ourselves  or  do  we  outsource 
it?”  Vielehr  says.  It  was  a  lively  debate  inside 
Merrill,  and  the  final  choice  was  a  hybrid 
model  that  relied  partially  on  outside  and 
internal  development. 

Vielehr  expects  Merrill  will  save  tens  of 
millions  of  dollars  in  operating  costs  during 
the  life  of  the  project,  which  encompasses 
financial  data,  investment  portfolio  man¬ 
agement  tools,  CRM  software,  and  other 
capabilities  for  the  company’s  financial 
advisers  and  customer  service  reps.  For  the 
most  part,  the  technologies  Merrill  deploys 
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THE  RESOURCEFUL  100  I  OVERVIEW 


are  commodities.  The  company  decided  it 
wouldn’t  be  cost-effective  to  spend  its  inter¬ 
nal  resources  on  components  that  are  avail¬ 
able  commercially. 

When  it  comes  to  internal  sourcing,  many 
of  the  honorees  take  maximum  advantage  of 
the  abilities  of  in-house  staff  through  cross¬ 
training  employees  in  strategic  skills  and  tap¬ 
ping  additional  talent  from  elsewhere,  inside 
or  outside  the  organization.  The  Louisiana 
Office  of  Group  Benefits,  which  administers 
health  insurance  for  state  employees,  staffed 
the  team  that  deployed  a  major  update  to  its 
claims  processing  system  primarily  with  end 
users.  At  honoree  Butler  Manufacturing,  IT 
staff  was  cut  by  25  percent  since  2000.  To 
make  the  remainder  more  resourceful,  the 
construction  materials  maker  cross-trained 
employees  to  deepen  its  technical  bench  and 
give  more  workers  the  expertise  to  spot 
opportunities  for  sharing  applications. 

Additional  detail  on  how  the  Resource¬ 
ful  100  manage  and  motivate  constrained 
IT  human  resources  can  be  found  in  “How 
to  Create  an  Agile  Workforce”  on  Page  64. 

PARTNERSHIP 

SMARTS 

Finally,  many  resourceful  companies  look 
outside  corporate  boundaries  to  create  more 
with  less.  Nearly  all  of  the  honorees  found 
ways  to  get  more  from  their  contracts  with 
application  vendors,  whether  they  simply 
drove  a  hard  bargain  or  found  a  way,  as  did 
honoree  Hershey  Foods,  to  turn  their  spe¬ 
cial  requirements  into  a  marketable  product 
for  their  software  supplier.  When  Hershey 
needed  to  customize  transportation  man¬ 
agement  software  from  Manugistics,  it 
worked  with  Manugistics  to  incorporate  the 
new  code  into  the  vendor’s  next  upgrade. 
Hershey  says  it  has  saved  hundreds  of  thou¬ 
sands  of  dollars  through  such  arrangements. 
But  it’s  been  hard  for  our  Resourceful  100  to 
form  partnerships  with  external  customers, 
direct-materials  suppliers  or  industry  peers. 
Though  the  problems  they  want  to  solve 
may  be  common,  competitive  interests  and 
vastly  different  business  processes  make  get- 
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The  following  panel  of  experts, 
academics  and  consultants 
advised  us  on  the  development 
of  the  2003  CIO  100  application 
and  nominated  various  organi¬ 
zations  for  consideration 


Cathy  Hotka 

Principal 

Cathy  Hotka  &  Associates 

Ellen  Kitzis 

Group  VP,  Executive  Programs,  Americas 
Gartner 

H.  Stephen  Lieber 

President  and  CEO 

Healthcare  Information  and  Management 
Systems  Society 

Thornton  May 

Futurist/Faculty  Associate 
Center  for  Advancing  Business  Through  IT 
W.P.  Carey  School  of  Business 
Arizona  State  University 

Harris  Miller 

President 

Information  Technology  Association  of 
America 

Howard  Rubin 

Executive  Vice  President 
Meta  Group 


Mohanbir  Sawhney 

McCormick  Tribune  Professor  of 
Technology 

Kellogg  School  of  Management, 
Northwestern  University 

Rick  Swanborg 

President 

Icex 


Peter  Weill 

Director,  Center  for  Information 

Systems  Management 

MIT  Sloan  School  of  Management 


James  Womack 

President  and  Founder 
Lean  Enterprise  Institute 

Thanks  also  to  the  members  of  the  CIO 
Editorial  Advisory  Board  for  their  input  into 
the  application  development. 


ting  together  difficult.  Yet  such  partnerships 
allow  companies  to  share  the  burden  of  sys¬ 
tems  development  and  take  advantage  of 
each  other’s  expertise,  among  other  benefits. 

A  handful  of  our  honorees  did  pull  off 
such  partnerships.  For  example,  Virginia 
Department  of  Corrections  CIO  Dee 
Pisciella  was  forced  to  work  with  the  CIOs 
of  other  public  safety  agencies — which  have 
always  operated  like  independent  compa¬ 
nies — at  the  behest  of  a  senior  state  official. 
As  budgets  tightened,  the  group  quickly 
understood  the  benefits  of  teaming  up. 
Because  of  the  partnership,  Pisciella  devel¬ 
oped  a  computer  security  training  program 
for  13,000  public  safety  employees  for  less 
than  the  cost  of  hiring  outside  consultants 
for  the  task.  In  addition,  the  Department  of 
Correctional  Education  now  shares  server 
space  with  the  Department  of  Fire  Pro¬ 
grams;  and  instead  of  hiring  consultants, 
Pisciella  consults  her  peers  when  she  needs 
independent  verification  and  validation  of 
projects  valued  at  more  than  $1  million. 

To  find  out  more  about  how  the  Virginia 
Department  of  Corrections  and  three  other 
organizations  make  partnerships  work,  read 
“Winning  Combinations”  on  Page  79. 

There  are  more  ideas  from  resourceful 
honorees  in  the  Trendlines  and  Emerging 
Technology  sections.  Starting  on  Page  18, 
find  out  how  honorees  tapped  Chinese  stu¬ 
dents  for  coding  and  used  low-cost  motiva¬ 
tors  for  IT  workers.  And  on  Page  104, 
honoree  Royster-Clark  shows  how  to  invest 
in  leading-edge  technologies  on  a  shoestring. 

The  Resourceful  100  know  that  while 
these  creative  ideas  and  practices  help  the  bot¬ 
tom  line,  they  also  pay  dividends  beyond  the 
next  quarterly  report.  Companies  that  are 
truly  resourceful — that  understand  deeply  the 
potential  of  their  IT  assets  and  expertise  and 
have  methods  for  tapping  that  potential — are 
well-positioned  to  seize  new  business  oppor¬ 
tunities.  They  will  surpass  competitors  who 
don’t  know  their  own  strengths.  They  can  do 
more  than  survive.  They  can  thrive.  HP! 


Senior  Editor  Elana  Varon  ( evaron@cio.com )  coor¬ 
dinated  this  year's  CIO  100  Awards  and  this  issue. 
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SAS®  provides  you  with  a  complete  view  of  your 
customers.  So  you’ll  understand  their  needs,  enhance 
their  lifetime  value  and  achieve  greater  competitive 
advantage.  To  find  out  how  leading  companies  are 
reaping  the  rewards  of  SAS  customer  intelligence 
software,  call  1  866  270  5723  or  visit  our  Web  site. 


www.sas.com/customer 
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Ming  Tsai,  IBM  business  strategist,  retail  industry 


The  waggly  bee  dance  and 
the  responsive  enterprise. 


Upon  arriving  back  at  the  hive,  a  bee  with  pollen-coated  legs  does  a 
waggly  dance  for  her  fellow  bees.  The  thorax  motions  are  actually  a  map 
drawn  in  the  air,  entomologists  have  suggested,  indicating  both  the  direction 
and  the  distance  of  the  pollen  source. 

This  is  the  kind  of  “sense-and-respond”  behavior  that  defines  on  demand 
business  —  the  kind  that  most  companies  can  only  dream  about. 

A  sense-and-respond  retail  environment,  for  instance,  would  know  every 
time  its  best  customers  entered  the  store.  It  would  be  able  to  respond  to 
what  each  valued  customer  was  shopping  for  that  day  and  suggest 
appropriate  cross-  and  up-sells.  Products  would  be  in  stock,  promotions 
would  be  relevant,  sales  associates  would  be  experts,  checkout  would 
be  instantaneous. 

This  is  on  demand  business,  waggling  to  show  you  where  the  money  is. 

On  demand  business  starts  with  on  demand  thinking. 

Real  people  with  real  insights  and  the  resources  to  deliver  on  them. 
Partners,  listeners,  problem  solvers.  Doers.  People  to  help  you  evolve  your 
thinking,  your  business  and  your  culture.  It  won’t  happen  overnight.  It  will, 
however,  create  real  change  in  your  company.  On  demand  business. 

Get  there  with  on  demand  people.  Please  call  800  IBM  7080  (ask  for 
thinking)  or  visit  ibm.com/services/thinking 

Can  you  see  it? 


M  and  the  IBM  logo  are  trademarks  or  registered  trademarks  of  International  Business  Machines  Corporation  in  the  United  States  and/or  other  countries.  ©2003  IBM  Corp.  All  rights  reserved. 


CARL  WILSON,  CIO  of  Marriott,  believes 
the  company’s  fundamental  operating  values 
promote  a  culture  of  resourcefulness  within 
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THE  RESOURCEFUL  100  I  CULTURE 


Long  before  the  economy  went  south, 
Marriott  had  a  reputation  for  resourcefulness 
in  finding  creative  ways  to  wrest  the  most 
value  from  every  IT  dollar 


BY  STEPHANIE  OVERBY 


HANGING  IN  THE  OFFICE  OF  EACH  OF  MARRIOTT  INTERNATIONAL’S  1,200  I.T. 


employees  is  a  framed  document  titled  “Infor¬ 
mation  Resources  Operating  Values.”  Execu¬ 
tive  Vice  President  and  CIO  Carl  Wilson 
brought  this  statement  of  principles  to  Mar¬ 
riott  in  1997  to  guide  IT  decision  making,  and 
Marriott  has  issued  it  in  ready-to-mount  form 
to  every  new  employee  since  then. 

The  Spirit  to  Serve ,  Chairman  and  CEO 
J.W.  Marriott  Jr.’s  management  book  pub¬ 
lished  that  same  year,  is  also  required  reading 
for  new  hires.  It  covers  everything  from  how 
his  father  bought  his  first  A&W  Root  Beer 
stand  in  1927  to  how  to  do  just  about  any¬ 
thing  involved  in  running  a  hotel  in  the  best 
way  possible,  of  course.  It  includes,  for 
instance,  J.W.’s  famous  66-step  process  for 


cleaning  a  room.  Talk  to  an  IT  associate,  and 
you’ll  inevitably  hear  him  recite  from  the 
book  chapter  and  verse.  (The  next  time  you 
stay  at  a  Marriott,  check  it  out.  The  Spirit  to 
Serve  is  in  every  room.) 

All  this  may  sound  more  cult  than  corpo¬ 
rate  culture.  And  within  the  hospitality 
industry,  Marriott  does  indeed  come  in  for 
its  share  of  teasing  about  its  almost  religious 
adherence  to  the  tenets  of  the  “Marriott 
way.”  Yet  many  of  these  precepts  revolve 
around  one  word:  resourcefulness. 

Now  it  might  seem  that  following  strict, 
documented  rules  would  inhibit  innovation. 
But  in  practice,  the  fact  that  Marriott  and  its 
IT  department  have  documents  and  systems, 
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policies  and  procedures,  and  even  history  and 
philosophy  to  guide  their  decisions  frees  them 
to  focus  on  real  resourcefulness:  creativity 
combined  with  the  commitment  to  wringing 
the  most  value  from  every  IT  dollar. 

It  seems  to  be  working  for  the  $8.4  billion 
hotel  management  company.  Marriott  has 
just  experienced  the  worst  two  years  in  its 
75-year  history.  Yet  thanks  largely  to  the 
resourcefulness  of  its  IT,  last  year  the 
Bethesda,  Md. -based  company  was  able  to 
add  more  than  31,000  rooms  and  sustain 
an  occupancy  rate  of  70  percent,  well  above 
the  59  percent  industry  average. 

“Resourcefulness  has  to  do  with  a  mind¬ 
set  and  a  culture.  Our  fundamental  operat¬ 
ing  values  define  our  culture  here,”  Wilson 
says.  “One  of  the  things  we  always  say  is 
that  we’ll  never  be  satisfied  with  the  way 
things  are  today.  We’ll  continue  to  improve 
them  to  make  them  better.” 

NO  TREE  GROWS 
TO  THE  SKY. 

-The  Spirit  to  Serve 

fter  the  early  '90s  hit  the  hospitality 
industry  with  the  one-two  punch  of 
recession  and  the  Gulf  War,  Marriott 
was  quick  to  spin  off  its  real  estate  business  in 
order  to  focus  on  managing  hotels.  But  once 
the  company  returned  to  growth  mode  in 
1994,  its  executives  started  to  believe  that 
happy  days  had  come  again  and  for  good. 
“When  times  are  tight,  you  struggle  for  ways 
to  cut  costs.  Then  all  of  a  sudden  you  have  a 
great  year,  like  those  we  had  in  the  mid- 
1990s,  and  you  tend  to  start  adding  a  lot  of 
extra  support  functions,”  admits  President 
and  COO  William  J.  Shaw.  “When  we  had 
some  of  our  best  years,  we  let  those  costs  slip 
back  in  there.” 

“No  tree  grows  to  the  sky,”  one  of  the 
company’s  directors  was  fond  of  pointing 
out  at  Marriott  board  meetings.  Or  as  J.W. 
Marriott  says,  Growth  can’t  go  on  forever; 
inevitably,  it  slows. 

So  when  Shaw,  a  29-year  Marriott  vet¬ 
eran,  became  COO  and  hired  Wilson  as 


CIO  in  1997,  they  started  working  to  get 
those  costs  back  out.  Shaw  began  to  sell  off 
more  of  the  company’s  noncore  businesses, 
including  food  service,  senior  living  com¬ 
munities  and  distribution.  Wilson  evaluated 
the  systems  the  business  was  running  on  to 
see  how  the  company  could  streamline  oper¬ 
ations  and  boost  revenue,  and  decided  that 
Marriott’s  single  biggest  business  applica¬ 
tion — the  enormous  Marriott  Automated 
Reservation  Systems  for  Hotel  Accommo¬ 
dations,  better  known  as  Marsha — needed  a 
complete  and  immediate  overhaul. 

“Even  in  the  good  times,  you  ought  to 
behave  like  you’re  in  the  bad  times,”  Wil¬ 
son  says. 

In  the  wrong  hands,  such  a  corporate  out¬ 
look  could  create  a  pessimistic,  “sky  is  fall¬ 
ing”  kind  of  culture.  But  at  Marriott,  that 
belief  is  spun  in  more  positive  terms:  Employ¬ 
ees  are  expected  to  improve  the  way  the  com¬ 
pany  operates  no  matter  what  the  balance 
sheet  says. 

REUSE  IF  POSSIBLE, 
BUY  IF  AVAILABLE,  AND 
BUILD  FOR  COMPETITIVE 
ADVANTAGE. 

-“Information  Resources  Operating  Values” 
s  Mike  Keppler,  vice  president  of  sales, 
marketing  and  revenue  management 
systems,  explains:  “In  the  IT  business, 
the  pressure  is  always  there  to  do  more  with 
less  and  bring  things  to  market  faster.” 

Keppler  hit  the  ground  running  in  1998  on 
the  Marsha  overhaul.  Marsha’s  importance 
to  Marriott  is  best  understood,  says  Misha 
Kravchenko,  senior  director  of  Marsha  sys¬ 
tems  and  performance  measurement,  by 
thinking  of  it  as  a  “supply  chain  system  for 
the  hotel  industry.”  Much  more  than  a  data¬ 
base  of  reservations,  it  connects  in  real-time  to 
Marriott’s  customers,  partners  and  suppliers 
and  contains  more  than  6,000  programs. 

Some  questioned  Wilson’s  rush  to  refur¬ 
bish  a  system  that  seemed  to  be  working. 
Marsha  was  14  years  old  and  outdated,  but 
most  companies  in  the  industry  were  con- 


Marriott  International  employs 
129,000  people  and  manages  more 
than  2,600  properties  in  66  countries, 
including: 

FULL-SERVICE  LODGING 

425  Marriott  Hotels  &  Resorts 
125  Renaissance  Hotels  &  Resorts 
13  Marriott  Conference  Centers 

LUXURY  LODGING 

50  Ritz-Carlton  Hotels 

25  J.W.  Marriott  Hotels  &  Resorts 

SELECT-SERVICE  LODGING 

600  Courtyards  by  Marriott 
500  Fairfield  Inns 
170  Ramada  Internationals 
100  Spring  Hill  Suites 

EXTENDED  STAY/CORPORATE 
LODGING 

100  TownePlace  Suites 
30  Marriott  Residence  Inns 
12  Marriott  Executive  Apartments 
Variable  number  of  Marriott  ExecuStays 

OWNERSHIP  RESORTS 

45  Marriott  Vacation  Club  Internationals 
4  Ritz-Carlton  Clubs 
2  Horizons  by  Marriott 
1  Marriott  Grand  Residence  Club 

tent  with  their  similarly  dated  systems. 
Nonetheless,  Wilson’s  department  embarked 
on  an  upgrade,  taking  as  its  guide  the 
“Information  Resources  Operating  Values” 
that  decreed,  “Reuse  if  possible,  buy  if  avail¬ 
able,  and  build  for  competitive  advantage.” 
So  Wilson  kept  much  of  the  original  system 
while  adding  functionality  and  reducing  the 
cost  of  operation. 

“Some  people  said,  Why  are  you  push¬ 
ing  so  hard  to  make  this  happen?  We  don’t 
have  any  issues  right  now,”  recalls  Wilson. 
His  response  was  this:  “It  wasn’t  raining 
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CIO  CARL  WILSON  (second  from  right)  and  his  IT  team  first  converted  Marriott’s  24/7 
reservation  system  to  a  platform  of  parallel  processors,  then  weaned  the  system  from 
its  legacy  architecture  and  installed  upgrades  without  missing  a  beat. 


when  Noah  started  to  build  the  Ark. 

“Resourcefulness,”  Wilson  continues,  “is 
actually  a  journey  that  starts  way  back  here 
somewhere — you  have  to  be  continually 
doing  it  even  when  you  don’t  need  to.” 

Some  of  the  work  to  transform  Marsha 
had  a  looming  deadline:  Y2K.  But  Marriott 
had  another,  earlier  Armageddon  in  mind. 
With  the  advent  of  the  Internet,  the  look-to- 
book  ratio  (the  number  of  times  a  traveler 
browses  the  system  before  buying)  had  sky¬ 
rocketed  from  5-1  to  100-1.  If  that  held, 
Kravchenko  calculated  that  Marsha  would 
run  out  of  capacity  by  September  1998.  In 
addition,  Marsha  ran  on  just  one  processor, 
so  Marriott  was  forced  to  buy  ever  bigger 
and  more  expensive  single  processors. 

Kravchenko  and  his  team  converted  all 
the  application  components  and  systems 
middleware  so  that  Marsha  could  run  on 
parallel  processors.  “It  was  like  performing 
open-heart  surgery  on  a  marathon  runner 
while  he’s  running  the  race,”  Kravchenko 
says.  The  move  allowed  the  IT  department 
to  take  advantage  of  the  plummeting  prices 
of  new,  smaller  disk  storage  devices. 

The  team  expanded  Marsha’s  network 
capabilities  to  respond  to  increased  Internet 
demand,  moving  from  the  older  IBM  SNA 
network  infrastructure  to  open  TCP/IP 
architecture.  That  took  three  years. 

“We  had  so  many  connections  to  so  many 
partners,  from  our  hotels  to  booking  compa¬ 
nies  to  banks  and  rental  car  companies,  and 
they  all  had  to  be  moved  from  the  legacy 
architecture,”  says  Kravchenko.  But  it  was  a 
boon  in  terms  of  cost  savings  as  the  older  IBM 
system  was  much  more  costly  to  maintain. 

Marriott  plowed  those  savings  into  addi¬ 
tional  upgrades  to  Marsha.  Keppler  replaced 
a  decades-old  DOS  front  end  with  a  Win¬ 
dows  application  called  Merlin  for  call  cen¬ 
ter  operations;  Merlin  typically  captures 
more  than  $15  million  in  revenue  each 
weekday.  This  was  a  situation  in  which  it 
was  worth  it  from  a  competitive  standpoint 
for  Marriott  to  build  its  own  application, 
Keppler  says. 

The  final  upgrades  to  the  operating  system 


and  network  infrastructure  are  being  imple¬ 
mented  this  year,  but  Marsha  handled  59  mil¬ 
lion  reservations  last  year,  and  its  processing 
capacity  has  increased  300  percent.  The  cost 
per  transaction  (which  Marriott  charges  to 
hotel  owners  and  wants  to  keep  flat)  has 
dropped  16  percent  since  2000.  And  Marriott 
can  now  boast  a  single  image  inventory  (one 
view  of  all  rooms  across  all  channels  and  17 
Marriott-owned  hotel  chains).  “We’ve  been 
able  to  reduce  costs  and  deliver  more  power 
while  increasing  the  scale,  scope  and  func¬ 
tionality  of  the  system,”  Keppler  boasts. 

PRESERVE  CHANGE 
AMIDORDER. 

-The  Spirit  to  Serve 

hen  questioned  about  Marriott’s 
current  fiscal  condition,  company 
executives  quickly  turn  to  the  positive 
effects  of  the  negative  forces  at  work.  They 
believe  the  current  downturn  comes  with  a 
gift:  the  discipline  to  take  a  hard  look  at 
what’s  not  adding  value  to  the  company.  The 
slump  just  makes  it  easier  to,  as  J.W.  Marriott 
writes  in  his  book,  “preserve  change  amid 
order.”  That  is,  the  best  time  to  shake  things 
up  is  when  things  are  going  smoothly. 

Just  before  the  recession  settled  in,  in 


early  2001,  each  department  cut  its  budget 
by  10  percent.  After  Sept.  11  that  same  year, 
each  department  trimmed  its  budget  by 
another  20  percent.  Marriott  IT  was  asked 
not  just  to  cut  its  own  costs  but  also  to  help 
the  rest  of  the  business  units  cut  theirs. 

“You  have  to  stop  doing  things  that 
aren’t  adding  value,”  Wilson  emphasizes. 

Like  using  two  separate  yield  manage¬ 
ment  systems. 

Marriott  wants  to  sell  its  rooms  at  the 
highest  price  possible.  But  if  it  doesn’t  book 
a  room  (which  has  a  shelf  life  of  24  hours) 
because  it’s  overpriced,  that  revenue  is  lost 
forever.  In  order  to  sell  the  right  product  to 
the  right  customer  at  the  right  time  for  the 
right  price,  the  company  uses  software:  a 
yield  management  system. 

But  Marriott  was  using  two  different 
architectural  platforms:  one  for  full-service 
hotels  such  as  Marriott,  the  other  for  less 
upscale  properties  such  as  Courtyard.  IT  had 
to  employ  almost  twice  as  many  people  to 
maintain  the  two  systems  and  reply  to 
requests  from  two  separate  user  communi¬ 
ties.  In  addition,  franchisees  who  owned  both 
types  of  hotels  had  to  invest  in  both  systems. 

In  2001,  Senior  Vice  President  of  Infor¬ 
mation  Resources  Howard  Melnick  and  his 
team  began  to  work  on  a  unified  system. 
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Rather  than  replace  the  two  apps,  Mel- 
nick  employed  IBM  WebSphere  to  com¬ 
bine  the  best  of  each  and  introduced  a  new 
standard  desktop.  In  the  resourceful  spirit 
of  “reuse  before  buy  before  build,”  he 
explains  that  he  used  as  much  of  the  exist¬ 
ing  batch  architecture  and  code  base  as 
possible  and  bought  the  WebSphere  to 
combine  them  in  a  more  flexible  Web- 
based  environment. 

The  final  product  enabled  the  IT  depart¬ 
ment  to  reduce  the  number  of  support  per¬ 
sonnel  and  integrate  the  hardware  the 
system  required.  At  the  corporate  level,  col¬ 
lapsing  and  upgrading  the  two  independent 
systems  has  enabled  Marriott  to  improve  the 
accuracy  of  its  reservation  forecasts  and  lift 
lodging  revenue  20  percent,  according  to 
Amy  McPherson,  senior  vice  president  of 
global  revenue  management  and  the  busi¬ 
ness  owner  of  the  system. 

“These  systems  are  hugely  important  and 
a  key  part  of  our  competitive  advantage,” 
McPherson  says.  “Last  year  we  had  the 
worst  year  in  our  history,  yet  we  were  able 
to  grow  revenue  and  maintain  our  costs.” 


Communicate  the  value  of 

resourcefulness  to  your  staff,  and  behave 
resourcefully  in  good  times  and  bad 

Develop  metrics  to  measure 
resourcefulness 

Partner  with  the  business  so 

that  internal  customers  participate  in 
determining  the  best  use  of  limited  IT 
resources 


Create  standard  operating  pro¬ 
cedures  that  promote  resourcefulness 

Offer  a  crash  course  in  the 

business  to  IT  employees 


Target  rewards  and  recognition 

programs  for  employees  to  resourcefully 
shake  up  the  status  quo 


SUCCESS  IS  A 
TEAM  SPORT. 

-The  Spirit  to  Serve 

If  a  company  is  going  to  be  resourceful, 
IT  and  the  business  better  be  aligned. 
Marriott’s  IT  employees  receive  a  crash 
course  in  the  hospitality  industry;  Marriott’s 
businesspeople  are  intimately  involved  in  IT 
projects.  They  must  sponsor  any  new  initiative 
and  retain  ownership  for  the  life  of  the  sys¬ 
tem.  The  result:  Marriott  employees,  whether 
in  IT  or  marketing,  are  on  the  same  page. 

“Sometimes  when  I’m  in  a  meeting,  I 
can’t  tell  if  the  person  speaking  is  in  IT  or  on 
the  business  side,”  Wilson  says.  “We’ve 
developed  a  culture  of  IT-literate,  business- 
knowledgeable  professionals.  You  don’t  find 
people  in  one  department  saying  to  people 
in  another  that  the  hole’s  in  your  end  of  the 
boat.  We’re  all  in  the  same  boat.” 

In  fact,  the  phrase  “IT  project”  has  been 
banned;  Wilson’s  team  works  only  on  busi¬ 
ness  projects.  “We’re  not  a  technology  busi¬ 
ness.  We’re  not  even  a  technology  shop.” 
says  Melnick.  “We’re  a  lodging  business, 
and  we  want  to  do  things  that  move  Mar¬ 
riott  forward  as  a  lodging  company.”  Thus, 
the  IT  department  focuses  on  business 
results,  not  technology. 

COO  Shaw  contrasts  the  current  joint  IT- 
business  approach  with  mistakes  made  in  the 
1970s.  Marriott  would  start  to  build  a  hotel, 
and  then  the  business  would  say,  I  want  a  dif¬ 
ferent  kind  of  restaurant  or  room  layout,  and 
people  just  kept  changing  things  around. 
Today  with  IT,  says  Shaw,  “the  business  has 
to  put  a  stake  in  the  ground”  to  prevent  that 
costly  and  time-consuming  back  and  forth. 

Therefore,  as  resources  become  scarce 
and  the  IT  department  has  to  become  hyper¬ 
resourceful  by,  say,  halting  certain  projects 
or  introducing  new  cost-cutting  systems,  the 
business  is  already  on  board  and  changes 
can  be  made  quickly  and  effectively. 

When  hard  times  hit  recently,  this  team¬ 
work  came  in  handy.  For  example,  Marriott 
had  nine  help  desks  that  “weren’t  providing 
the  level  of  satisfaction  required  by  our  busi¬ 
ness  partners,”  Wilson  explains.  So  IT  rolled 


Talk  to  Marriott's  IT  Team 


“Even  in  the  good  times,  you  ought  to  behave 
like  you're  in  the  bad  times,”  says  CIO  Carl 
Wilson.  That's  the  attitude  that  keeps 
Marriott’s  IT  team  resourceful.  Until  the  end 
of  August  at  ASK  THE  SOURCE,  Wilson  and 
senior  members  of  his  crack  IT  department 
will  tell  you  how  they  do  what  they  do  so  well. 

Go  to  www.cio.com/ask, 

cio.com 

those  systems  into  one,  adding  some  auto¬ 
mated  self-service  capability  that  would  help 
them  support  the  24/7  global  operation  they 
had  become  and,  more  important,  cut  costs. 

The  problem,  as  Wilson  puts  it,  was  “We 
have  what  I  call  a  very  facing  culture.  In  the 
hospitality  business,  you  greet  people  and 
the  cultural  preference  is  to  do  a  lot  of  things 
face-to-face.”  Business  partner  satisfaction 
is  one  of  the  IT  department’s  missions,  and 
there  was  concern  about  user  resistance  to 
automated  tools.  But  teamwork  kicked  in. 

“People  realized  that  even  though  I  like  to 
talk  to  Joe  in  the  middle  of  the  night  because 
he’s  so  friendly  and  helps  me  with  my  prob¬ 
lems,  I  need  to  do  this  because  it  will  save 
money  and  Joe  can  help  someone  else,”  says 
Wilson.  Thanks  to  the  growing  acceptance  of 
automated  tools,  the  consolidated  help  desk  is 
up  and  running  at  85  percent  of  the  cost. 

THE  DEVIL  IS  IN  THE 
DETAILS— SUCCESS  IS  IN 
THE  SYSTEM. 

-The  Spirit  to  Serve 

etrics  drive  Marriott.  Talk  to  an  IT 
associate  on  any  given  day,  and  he 
can  tell  you  exactly  how  much  busi¬ 
ness  the  company  processed  via  its  systems 
that  week  per  second  ($3,568  when  this 
reporter  visited). 

When  implementing  the  PeopleSoft  enter¬ 
prise  service  automation  module  for  project 
tracking  and  time  reporting  within  IT,  for 
example,  programmers  developed  a  tool  so 
that  project  and  productivity  metrics  are 
automatically  computed  after  time  is  entered. 

Another  rule  for  metrics  is  to  make  sure 
that  the  right  people  get  the  right  data  in  a 
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form  that’s  meaningful  to  them.  “You  need 
to  measure  a  lot  of  things,  but  the  trick  is  to 
publish  the  right  information  to  the  relevant 
audience,”  says  Melnick. 

“Having  Marriott.com  up  and  running  is 
not  as  important  as  the  dollars  running 
through  it,”  explains  Keppler.  Melnick  adds, 
“For  each  system  we  try  to  focus  on  the  core 
metrics.  And  that  changes.  What  might  have 
been  important  the  day  you  go  live  becomes 
a  nonevent  a  few  weeks  in.” 

For  example,  five  years  ago  the  critical 
metric  for  Marriott.com  was  uptime.  Today, 
it’s  how  much  business  the  website  books. 
Last  year,  metrics  fueled  the  FT  department’s 
decision  to  invest  in  an  upgrade  to  the  site 
that  would  make  it  easier  to  reserve  rooms. 
Today,  more  than  75  percent  of  rooms 
booked  online  come  through  Marriott.com, 
saving  the  company  $12  million  annually. 

Keeping  its  eye  on  the  numbers  lets  Mar¬ 
riott  revisit  business  cases  for  IT  projects 
each  quarter.  “The  project  itself  may  not 
change  that  much,  but  something  external 
may  happen — something  like  SARS,  some¬ 
thing  from  the  competition,”  Melnick 
explains.  “Just  because  you  start  a  project 
and  it’s  on  track  doesn’t  mean  you  want  to 
keep  the  same  pace.  There  may  be  some¬ 
thing  that  comes  up  that’s  even  better.” 
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SUCCESS  IS  NEVER  FINAL. 

-The  Spirit  to  Serve 

*  hough  the  IT  department’s  resource¬ 
fulness  is  helping  keep  Marriott  afloat 
during  hard  times,  Wilson  and  his  peers 
aren’t  taking  anything  for  granted.  They  say 
they  can’t  let  their  culture  of  resourcefulness 
wither  away  when  the  economy  turns  around. 
They’re  reminded  of  how  easy  it  could  be  to 
let  their  guard  down  each  time  they  flip 
through  Mr.  Marriott’s  book  in  which  he 
quotes  Somerset  Maugham:  “The  unfortu¬ 
nate  thing  about  this  world  is  that  good  habits 
are  so  much  easier  to  give  up  than  bad  ones.” 

But  Wilson  believes  the  principles  and 
procedures  put  in  place  for  prudent  and 
resourceful  IT  decision  making  should  keep 


MARRIOTT 


REWARDS 


Take  care  of  your  employees,  and  they’ll  take  care  of  your  customers. 

-The  Spirit  to  Serve 


WALKING  INTO  MARRIOTT 

headquarters  in  Bethesda, 

Md.,  you  might  think  you’ve 
accidentally  wandered  into  the  Marriott 
Suites  across  the  street,  rather  than  the 
home  of  a  Fortune  500  company.  You’re 
greeted  by  the  same  painted  portrait  of  the 
Marriotts  that  hangs  in  every  one  of  the 
company’s  more  than  2,600  properties. 
Once  you  “check  in"  and  get  your  guest 
pass  from  the  “front  desk,”  you’ll  notice  a 
gift  shop  on  your  left  not  unlike  one  you'd 
find  in  any  hotel.  (This  is  how  Marriott 
tests  new  items  for  its  own  gift  shops, 
offering  employees  a  deep  discount.) 
Downstairs,  you  can  grab  a  chai  latte  from 
the  Starbucks  nestled  in  the  employee 
restaurant.  Get  tired  and  you  could  sneak  a 
nap  in  one  of  the  model  hotel  rooms  in  the 
basement.  On  your  way  out  of  the  parking 
lot,  you  can  fill  up  at  the  Marriott-only  gas 
station. 

The  welcoming  atmosphere  belies  the 
fact  that  Marriott— like  others  in  the  hos¬ 
pitality  industry— has  suffered  dramatic 
reverses  in  the  past  two  years.  But  more 
important,  it’s  proof  of  the  company’s 
adherence  to  one  of  the  key  decrees  of 
founder  J.W.  Marriott:  "Take  care  of  your 
employees,  and  they’ll  take  care  of  your 


customers.”  Ask  around  and  you’ll  find 
many  employee  tenures  in  the  double 
digits.  There’s  a  reason  why  Marriott 
routinely  makes  Fortune's  annual  list  of 
the  100  best  places  to  work. 

Within  IT,  reward  and  recognition  pro¬ 
grams  are  tied  to  resourcefulness.  “If  you 
want  a  resourceful  culture,  you  have  to  be 
sure  you  reward,  recognize  and  compen¬ 
sate  resourcefulness,"  CIO  Carl  Wilson 
says.  Every  month,  Wilson  asks  his  staff  for 
nominations  for  his  Values  in  Practice,  or 
VIP,  award,  honoring  the  employees  who 
have  "done  something  over  and  above  the 
call  of  duty  that's  resourceful  and  cre¬ 
ative,”  Wilson  says.  The  winners  are  the 
people  who  exemplify  his  "Information 
Resources  Operating  Values." 

Wilson  also  makes  sure  his  annual 
bonuses  revolve  around  resourceful  activi¬ 
ties.  Too  many  CIOs  make  the  mistake  of 
offering  incentives  to  employees  simply 
for  maintaining  the  status  quo,  he  says. 
“You  have  to  make  sure  your  management 
by  objectives  are  oriented  toward  where 
you  want  to  be,  not  where  you  are,”  says 
Wilson,  whose  2003  business  objectives 
include  meeting  the  challenge  of  main¬ 
taining  customer  satisfaction  with  a  drasti¬ 
cally  lowered  budget.  -S.O. 


the  company  on  the  straight  and  narrow 
and  ahead  of  the  competition. 

“I  have  a  firm  belief  that  the  only  real  sus¬ 
tainable  competitive  advantage  we  can  get 
with  IT  is  making  sure  our  people  understand 
conceptually  what  IT  can  and  can’t  do  and 
apply  it  better  than  competitors,”  Wilson  says. 
“Anything  we  do  in  IT,  a  competitor  can 
install.  What  they  can’t  capture  that  quickly  is 
having  a  team  of  people  throughout  the  com¬ 
pany  that  really  gets  this  and  follows  it  all  the 


way  through.  That’s  sustainable.” 

Marriott  has  valued  resourcefulness — on 
paper  if  not  always  in  practice — for  decades. 
But  resourcefulness  is  not  an  end  in  itself. 
It’s  a  tool  one  uses  in  the  ongoing  construc¬ 
tion  of  value,  a  project  that’s  never  finished. 
Or,  as  Mr.  Marriott  says  succinctly  in  his 
book,  “Success  is  never  final.”  HTH 


You  can  contact  Senior  Writer  Stephanie  Overby  at 
soverby@cio.  com . 
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Nerves  and  muscles  coordinate 
for  exceptional  physical  performance. 


(e)  server 

Introducing  the  affordable  new  IBM  eServer  pSeries™  615. 

The  human  body  performs  exceptionally.  So  does  the  IBM  server 
line  for  UNIX®  The  new  IBM  eServer  pSeries  615  offers  110%  more 
performance  than  its  powerful  predecessor,  but  at  one-third  less 
starting  cost!  Prices  start  at  $5,745?  It  has  everything.  Fourth-generation 
POWER4+™  technology?  Yes.  Linux  ready?  Yes.  Autonomic  and 
self-healing  features?  Absolutely.  On  demand?  Of  course. 

eServer:  servers  for  on  demand  business. 

Can  you  see  it?  For  a  white  paper  on  why  POWER4+  and 
more  on  IBM  offerings  for  UNIX,  visit  ibm.com/eserver/p615 


'Performance  based  on  rPerf  (Relative  Performance)  results  of  2.50  for  a  1-way  p615  using  1.2GHz  POWER4+  processors  and  16GB  of  memory  vs.1.19  for  a  1-way  p610  using  450MHz  POWER3-II  processors 
and  8GB  of  memory.  rPerf  is  an  IBM  estimate  of  commercial  processing  performance.  Pricing  based  on  p615  Express  Configuration  with  1-way  1.2GHz  POWER4+  processor,  1 GB  memory  and  one  36.4GB 
disk  drive  at  $5,745  vs.  p610  Express  Configuration  with  1-way  450MHz  POWER3-II  processor,  1GB  memory,  CD-ROM  and  one  36.4GB  disk  drive  at  $8,895.  Both  Express  Configurations  include  AIX  license 
and  one  year  of  Software  Maintenance  for  AIX  Operating  Systems  (SWMA).  !For  p615  Express  Configuration.  U.S.  list  prices  are  current  as  of  6/23/03  and  are  subject  to  change  without  notice.  Reseller 
prices  may  vary.  IBM,  the  e-business  logo,  AIX,  eServer,  POWER4+  and  pSeries  are  trademarks  or  registered  trademarks  of  International  Business  Machines  Corporation  in  the  United  States  and/or  other 
countries.  UNIX  is  a  registered  trademark  of  The  Open  Group  in  the  United  States  and  other  countries.  Other  company,  product  and  service  names  may  be  trademarks  or  service  marks  of  others. 
©2003  IBM  Corporation.  All  rights  reserved. 


Leadership: 

Combining  innovation  and  performance. 


3Com®  helped  pioneer  networking  technology  nearly 
three  decades  ago — and  we've  never  looked  back. 
Today,  3Com  10/100  switches  continue  to  lead  the  way 
with  outstanding  performance,  flexibility,  reliability  and 
value.  No  matter  how  small  your  budget  or  great  your 
demands,  3Com  has  the  switch  to  meet  your  needs. 

Advanced  capabilities  for  the  enterprise 

Feature-rich  3Com  SuperStack®  3  Switch  4400  family 
switches  are  ideal  for  high-performance  environments 
running  IP  telephony,  Power  over  Ethernet,  security,  or 
where  a  highly  optimized,  resilient  network  is  needed. 


SuperStack  3  Switch  4400  Family 

£>**»,  M  ...  _ „  , 


SuperStack  3  Switch  4200  Family 


Go  to 


www.3com.com/73corvette/promo14  for  your  chance  to  win! 


Unmatched  value  for  small  offices 

Economical  3Com  SuperStack  3  Switch  4200  family 
switches  offer  Layer  2  switching  that's  easy  to  install, 
operate  and  afford.  Built-in  stacking,  wirespeed 
performance,  ease-of-use  features  and  standards- 
based  operations  ensure  that  you'll  be  up  and 
running  in  no  time. 

Get  CASH  BACK  on  every  3Com  SuperStack  3 
Switch  4400  and  Switch  4200  you  buy. ..plus  the 
chance  to  win  a  classic  1973  Chevrolet  Corvette!* 


3Com 

Possible  made  practical' 


1973, 


30  YEARS 

of  Ethernet 

V 


2003 


Plus ,  get  $60  CASH  BACK  for  every  Switch  4400  you  buy 
“  $50  CASH  BACK  for  every  Switch  4200  you  buy 
$150  CASH  BACK  BONUS  when  you  buy  any  3 

*  Restrictions:  Rebate  program  is  open  to  end  user  companies  in  the  United  States  (excluding  Puerto  Rico)  and  Canada.  It  cannot  be  combined  with  any  other  3Com  discount  program  or  promotion.  For  complete 
rules  visit  wyvw.3com.com/73corvette.  Ends  8/31/03.  Sweepstakes  is  open  to  employees  of  end  user  companies  in  the  United  States  (excluding  Puerto  Rico)  and  Canada  (excluaing  Quebec).  No  Purchase  Necessary. 
Purchase  Will  Not  Increase  Chances  Of  Winning.  Prize  valued  at  $20,000  (USD).  Odds  depend  on  number  of  entries.  Subject  to  Official  Rules.  For  rules  and  entry  details  visit  www.3com.com/73corvette.  Ends  1 1/30/03. 
Void  where  prohibited.  This  promotion  may  be  altered  or  canceled  at  any  time. 

Chevrolet  and  Corvette  are  trademarks  of  GM  Corp.  Chevrolet  is  not  a  sponsor  and  does  not  endorse  3Com  products.  Corvette  model  depicted  may  not  completely  or  accurately  represent  the  sweepstakes  prize. 

Copyright  ©  2003  3Com  Corporation.  All  rights  reserved.  3Com,  the  3Com  logo,  and  SuperStack  are  registered  trademarks  and  Possible  made  practical  is  a  trademark  of  3Com  Corporation.  All  other  company  and 
product  names  may  be  trademarks  of  their  respective  companies. 


HURRY— OFFER  ENDS 

AUGUST  31,  2003! 
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THE  RESOURCEFUL  100  |  GOVERNANCE 


A  strong,  efficient  governance  process  is  practically 
the  definition  of  resourcefulness.  Put  these 
governance  practices  to  work  to  maximize  the 
value  of  your  IT  projects  and  processes. 

BY  ALICE  DRAGOON 


STUART  SCOTT  MAY  BE  THE  VICE  PRESIDENT  AND  CIO  OF  GE  INDUSTRIAL 


Systems,  but  he  sees  himself  as  a  venture 
capitalist.  He  and  his  colleagues  on  the 
investment  council,  which  includes  the  CFO 
and  the  heads  of  manufacturing  and  engi¬ 
neering,  sort  through  a  tantalizing  array  of 
business  and  IT  projects  every  couple  of 
weeks  during  budget  season  to  determine 
how  best  to  invest  the  company’s  money. 
“The  way  I  view  my  job,  I’m  a  VC.  I’ve  got 
things  I’m  trying  to  achieve  for  the  business 
and  for  GE  shareholders,”  he  says. 

Like  any  VC  who  wants  to  stay  in  busi¬ 
ness,  Scott  constantly  looks  for  the  highest 
possible  return,  subjecting  potential  invest¬ 
ments  to  a  level  of  scrutiny  that  can  only 
be  described  in  polite  company  as  rigorous. 
While  Scott’s  governance  practices  aren’t  for 


the  faint  of  heart,  they  consistently  generate 
good  results.  This  rigorous  governance  is 
one  of  the  best  ways  to  foster  resourceful¬ 
ness.  “People  think  of  governance  as  some¬ 
thing  very  constraining  and  resourcefulness 
as  something  innovative,  but  in  fact,  gover¬ 
nance  is  a  core  component  of  resourceful¬ 
ness,”  says  Howard  Rubin,  executive  vice 
president  at  Meta  Group.  “It’s  hard  to  fos¬ 
ter  resourcefulness  without  governance.”  In 
other  words,  a  solid  governance  structure 
promotes  resourceful  thinking  within  an 
organization.  Here’s  a  look  at  the  top  gov¬ 
ernance  practices  of  some  of  the  CIO  100 
honorees  and  how  they’re  putting  them  to 
work  to  encourage  resourcefulness  and  cre¬ 
ate  value. 
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up  its  own  version  of  The  People’s  Court  to 
review  whether  usage  levels  justify  renewing 
software  licenses  and  maintenance  agree¬ 
ments.  Once  a  month,  four  IT  “judges'”  hear 
department  managers  defend  the  value  of 
software  that’s  up  for  renewal.  By  not  renew¬ 
ing  software  that’s  underused  or  overlapping, 
Yellow  (which  acquired  fellow  CIO  100 
honoree  Roadway  in  July  for  $966  million, 
after  the  CIO  100  honorees  were  selected) 
has  eliminated  2  percent  to  3  percent  of  its 


STUART  SCOTT,  CIO  of  GE  Industrial  Systems,  considers  himself  a  venture  capitalist  and  makes 
decisions  based  primarily  on  how  they  will  impact  investors  and  the  business. 
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SCRUTINIZE  FOR  VALUE 

Treat  each  IT  project  as  an  investment,  and 
recognize  when  it’s  time  to  cut  loose  projects 
that  aren’t  delivering  sufficient  value.  After 
a  technology  buying  binge  in  the  late  1990s, 
Yellow  Technologies  (the  IT  services  com¬ 
pany  that  serves  Yellow  Transportation)  set 


annual  software  licensing  costs  and  targeted 
another  6  percent  for  potential  elimination. 

Treating  IT  projects  as  investments 
requires  going  beyond  tracking  whether  proj¬ 
ects  are  on  time  and  on  budget,  says  Meta 
Group’s  Rubin.  If  the  market  changes,  a  proj¬ 
ect  may  not  produce  the  desired  outcome, 
even  if  it’s  early  and  under  budget.  Rubin 
advises  tracking  whether  projects  are  on  time, 
on  budget,  and  on  scope  and  on  value. 

It  is  also  important  to  subject  all  projects, 
even  infrastructure  upgrades,  to  the  same  strin¬ 
gent  approval  process  as  any  other  IT  project. 
AARP  CIO  of  IT  Solutions  John  Sullivan  put 
his  request  for  a  mainframe  upgrade  along¬ 
side  an  enhancement  for  the  marketing  cam¬ 
paign  management  system,  even  though  it’s 
hard  to  discuss  back-office  technology  in  terms 
of  business  value.  “I  want  the  organization  to 
get  in  the  habit  of  making  sure  everyone — 
including  me  and  my  staff — can  articulate 
clearly  why  we’re  spending  our  members’ 
money  on  anything  that  we  do,”  he  explains. 

2 

REQUIRE  FORMAL 
PROJECT  REQUESTS 

The  annals  of  IT  history  are  filled  with  hor¬ 
ror  stories  of  business  folks  lobbing  requests 
for  IT  projects  over  the  wall,  then  grousing 
when  the  results  don’t  meet  their  needs. 
Today,  requiring  formal  written  project 
requests  is  a  staple  of  resourceful  governance. 
The  act  of  committing  IT  requests  to  paper  is 
the  first  step  toward  ensuring  that  an  IT 
organization  is  putting  its  budget  and  staff 
to  work  on  the  highest-prior ity  projects. 

Project  request  templates  can  be  relatively 
informal  or  highly  detailed.  World  Wildlife 
Fund  (WWF)  encourages  business  executives 
to  complete  a  business  case  template,  which 
asks  for  specific  metrics  such  as  a  2  percent 
increase  in  donations  or  a  24-hour  decrease 
in  payroll  processing  time.  Those  who  don’t 
fill  out  a  template  are  much  less  likely  to  get 
a  project  approved,  says  Vice  President  of  IT 
and  CIO  Gregory  S.  Smith.  “It’s  really 
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See  why  other  companies  have  trusted  us  as  their  partner 
for  customer  and  information  management  solutions. 


You’re  counting  on  your  IT  investments  to  deliver  a  competitive  edge.  But  who  can  you  trust 
to  help  you  deliver? 

Acxiom’s  customer  and  information  management  solutions  have  made  us  a  trusted  partner 
to  some  of  the  largest,  most  respected  companies  in  the  world  -  Nissan  North  America, 
Charles  Schwab  &  Co.,  AT&T,  Sprint,  Federated  Department  Stores,  MGM  MIRAGE  and 
Travelocity  just  to  name  a  few.  They  know  that  Acxiom  provides  the  most  advanced 
customer  information  infrastructure  solutions  available  today. 


Are  you  ready  to  maximize  IT  investments  like  never  before?  To  deliver  the  information 
needed  to  give  your  company  a  competitive  advantage?  Acxiom  is  ready  for  you.  Start  a 
great  relationship  with  Acxiom  today  and  see  what  so  many  other  companies  already  know. 


T800»  BE- PETTY 


Win  a  Ride-Along  at  the  Richard  Petty  Driving  Experience®. 
Visit  www.acxiom.com/petty  to  find  out  how. 


I -888-3ACXIOM 


AbiliTec"  &  ANALYTICS  Solvitur®  OUTSOURCING  InfoBose  LEADERSHIP 


AgilOM 

GREAT  RELATIONSHIPS" 


©  2003  Acxiom  Corporation.  All  rights  reserved.  Acxiom,  AbiliTec.  InfoBase  and  Solvitur  are  registered  trademarks  of  Acxiom  Corporation.  Great  Relationships  is  a  service  mark  of  Acxiom  Corporation.  All  other  trademarks  and 
service  marks  mentioned  herein  are  property  of  their  respective  owners. 


THE  RESOURCEFUL  100  I  GOVERNANCE 


Mony  Group  CIO  E.P.  ROGERS  has  transformed  his  IT  group  from  being  mostly 
operational  in  function  to  an  even  mix  of  operational  and  strategic. 


designed  to  get  the  business  to  start  thinking 
about  how  this  project  or  enhancement  will 
add  value  to  WWF,  not  just  ‘This  is  what  I 
want  to  do,’”  he  says.  “They  find  out  very 
quickly  if  they  can’t  define  any  project  ben¬ 
efits.”  The  template  helps  WWF  weed  out 
less  important  projects  and  focus  on  those 
that  will  deliver  the  most  value. 

The  number  of  project  requests  at  AARP 
has  dropped  dramatically  since  it  deployed 
an  online  portfolio  management  tool.  “They 
line  up  support  and  develop  their  idea  before 
making  [a  request],”  says  Sullivan. 

3 

REUSE  WHENEVER 
POSSIBLE 

The  opportunity  to  reuse  software  and  hard¬ 
ware — the  CIO’s  equivalent  of  getting  a  box 
of  hand-me-downs — is  resourcefulness  de¬ 
fined.  A  well-governed  IT  shop  will  make 
consideration  of  reuse  a  part  of  its  standard 
operating  procedure.  (To  read  more  about 
resourceful  reuse  policies,  see  “Deja  New” 
on  Page  61.)  Northeastern  University  has 
formalized  its  reuse  philosophy  into  an  offi¬ 
cial  methodology  it  calls  the  Assemble 
Approach.  The  university  first  leverages 
existing  resources,  then  buys  the  best  appli¬ 
cation  needed,  then  builds  what  can’t  be 
bought.  Following  the  Assemble  Approach, 
Northeastern  VP  of  IS  Robert  Weir’s  team 
leveraged  existing  resources — legacy  systems 


Examine  a  project's  roi 
Insist  on  a  certain  level  of  return 


THEN  TRY  THIS 


Establish  a  formal  and  repeatable 
post-implementation  audit  process 

Take  the  amount  of  promised  return  out 
of  the  affected  business  unit's  budget 


including  the  financial  aid,  admission  and 
registration  applications — to  develop  a  stu¬ 
dent  Web  portal  in  just  90  days.  MyNEU 
features  a  single  sign-on  ability  and  lets  stu¬ 
dents  access  e-mail  and  class  calendars,  reg¬ 
ister,  drop  and  add  classes,  and  use 
student-developed  applications. 

4 

MANDATE  SPEED  WITH 
SHORT  DEADLINES 

Time  is  money,  so  a  company  that  completes 
IT  projects  faster  is  doing  a  better  job  of 
managing  its  resources.  One  of  the  most 
effective  ways  to  build  speed  into  the  cul¬ 
ture — and  ensure  that  benefits  are  still  rele¬ 


vant  when  they  are  realized — is  to  mandate 
delivery  of  value  on  short  deadlines. 

At  GE  Industrial  Systems,  small  projects 
must  achieve  payback  in  less  than  one  year, 
large  projects  in  less  than  two  years — and 
project  time  frames  and  budgets  become 
tighter  every  year.  (Only  compliance  proj¬ 
ects,  like  those  required  by  Sarbanes-Oxley, 
are  exempt  from  the  strict  time  limit.)  “We 
should  be  implementing  every  year  50  per¬ 
cent  faster  at  half  the  cost,”  insists  Scott.  “If 
it  cost  us  $1  to  put  in  a  general  ledger,  it 
should  cost  50  cents  next  year.  If  it  took  six 
months,  then  it  should  take  three  next  year. 
We  recently  did  an  Oracle  implementation 
in  four  weeks.”  Whether  the  policy  of  halv¬ 
ing  cost  and  time  annually  is  sustainable 
remains  to  be  seen.  While  the  cost  and  time 
savings  have  been  significant,  Scott  jokes 
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PEAK  PERFORMERS 

Congratulations  to  each  of  this  year's  CIO  100  honorees. 

As  the  proud  sponsor  of  this  year's  awards  ceremony,  we  celebrate 
their  leadership  and  resourcefulness. 


PeopleSoft 
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that  he  hopes  he  will  have  been  promoted 
before  he  has  to  ask  his  team  to  do  some¬ 
thing  like  implement  ERP  in  a  week. 

At  Hershey  Foods,  project  requests  used  to 
pour  in  so  frequently  that  Vice  President  and 
CIO  George  F.  Davis  jokes  that  even  the  jan¬ 
itor  could  submit  a  half-million-dollar  IT 
request.  Now,  projects  rarely  take  longer  than 
a  year.  To  expedite  the  request  process,  the 
company  introduced  a  triage  system.  All 
requests  are  immediately  classified  as  small 
(IT  staff  can  handle  within  10  days),  medium 
(requiring  more  than  10  days  and  costing  up 
to  $249,999)  or  large  (projects  costing  more 
than  $250,000).  The  IS  staff  handles  the  small 
projects.  Each  medium  project  is  slated  for 
further  discussion  with  the  head  of  the  busi¬ 
ness  unit  that  proposed  it.  All  large  projects  go 
before  the  IS  advisory  committee,  which 
focuses  on  the  most  important  projects. 

“Our  goal  is  to  provide  timely  feedback,” 
says  George  Spanos,  director  of  logistic  and 
sales  systems  (who  is  also  in  charge  of  Her- 
shey’s  project  management  office).  “The 
answer  might  be,  ‘No’  or  it  might  be,  ‘We 
need  to  discuss  it  at  this  meeting  on  this 
date,’  but  it’s  a  lot  better  than  not  hearing 
anything.” 
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ADJUST  BUDGETS TO 
REFLECT  BENEFITS 

At  GE  Industrial  Systems,  if  an  IT  project 
proposal  claims  it  will  save  $1  million,  then 
$1  million  is  taken  from  the  project  owner’s 
budget  once  the  project  is  approved — 
period.  “It’s  a  significant  sign-up  by  the 
functional  owner,  who  is  then  committed 
to  deliver,”  says  Scott.  “We’ve  just  found 
if  programs  become  ‘free  money,’  then 
everyone  has  a  great  project  idea.  You  end 


Learn  More  About  Governance 


Eight  best  practices  not  enough  for  you?  Go 
online  to  find  MORE  GREAT  GOVERNANCE  TIPS. 
Find  these  Web  exclusives  at 

www.cio.com/ciolOO 

cio.com 


up  playing  liar’s  poker  to  find  out  who’s 
really  telling  the  truth.  This  eliminates  all 
that.  No  one  comes  to  us  unless  they 
believe  in  it.”  And  taking  money  out  of 
someone’s  budget  is  a  foolproof  way  to 
ensure  that  it  won’t  be  spent. 


Executive 

council 

Cross-functional 
IT  steering 
committee 

Ad  hoc 
organization 


Cross-functional  steering  committees 
are  typically  composed  of  managers 
from  both  IT  and  business  units. 


For  infrastructure  renewal  projects 


...vTttlBtofr, 

Executive 

33%  k 

council 

47% 

Cross-functional 
IT  steering 
committee 

19% 

Ad  hoc 

organization 

The  cross-functional  steering  com¬ 
mittee  is  used  most  often  by  CIO  100 

honorees  for  architecture  and  infra¬ 
structure  decisions. 


New  projects/business  transformation 


Executive 

council 

Cross-functional 
IT  steering 
committee 

Ad  hoc 
organization 


An  executive  council— made  up  of 
C-level  executives,  the  head  of  IT  and 
business  unit  leaders— decides  on 
new  projects  and  business  initiatives 
at  CIO  100  enterprises. 


NOTE:  NUMBERS  MAY  NOT  ADD  UP  TO  100  PERCENT  DUE  TO 
ROUNDING. 

SOURCE:  "CIO  100  HONOREE  SURVEY."  FULL  SURVEY  RESULTS 
AT  WWW.CIO.COM/CIOIOO. 
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MANAGE  PROJECTS  AS 
A  PORTFOLIO 

Fully  75  percent  of  CIO  100  honorees  man¬ 
age  their  IT  projects  as  a  portfolio — an  excel¬ 
lent  strategy  for  keeping  sight  of  the  forest 
through  the  trees  (to  read  more,  see  “Portfo¬ 
lio  Management:  Flow  to  Do  It  Right”  at 
www.cio.com/printlinks).  At  Hershey  Foods, 
a  portfolio  management  system  from 
ProSight  has  simplified  the  advisory  commit¬ 
tee’s  task  of  prioritizing  IT  projects.  Instead  of 
asking  for  the  committee’s  feedback  on  one 
project  at  a  time,  CIO  Davis  and  his  team 
put  some  20  to  30  large  projects  in  context, 
showing  their  estimated  dollar  value  and  how 
they  align  with  the  company  strategy.  Davis 
says  that  despite  tight  budgets,  his  IT  project 
budget  doubled  this  year.  “We  got  twice  as 
much  capital  this  year  as  we’ve  ever  gotten,” 
he  says.  “We  were  able  to  articulate  the  value 
and  show  how  projects  align  with  the  strat¬ 
egy  of  the  company.  It’s  a  direct  result  of 
portfolio  management.” 

The  Mony  Group  Senior  Vice  President 
and  CIO  E.P.  Rogers  sees  two  roles  for  his  IT 
organization:  a  utility  operation  that  keeps 
the  lights  on,  and  a  business  partner  working 
collaboratively  with  the  business  to  identify 
and  enable  new  opportunities.  “If  you  don’t 
do  a  solid  job  as  a  utility,  you  don’t  get  a 
chance  to  be  a  partner  or  enabler,”  he  says. 
Since  becoming  a  shared  services  IT  organi¬ 
zation  in  2001,  Rogers  says,  Mony’s  IT 
group  has  gone  from  being  90  percent  oper¬ 
ational  and  10  percent  strategic  to  an  even 
50-50  mix.  In  other  words,  the  financial  serv¬ 
ices  company  has  shifted  40  percent  of  its  IT 
resources  from  utility  operations  to  efforts 
that  grow  or  transform  the  business.  Meta 
Group’s  Rubin  concurs  that  thinking  of  an 
IT  portfolio  in  terms  of  projects  that  run  the 
business  (operational)  versus  those  that  grow 
the  business  (transformational)  makes  sense 
for  most  companies. 

Once  you  have  a  portfolio  of  IT  invest¬ 
ments,  safeguard  those  investments  by  mak- 
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Business  units  are  taking  responsibil¬ 
ity  for  funding  IT  projects  that  directly 
affect  them.  Two-thirds  of  the  CIO  100 
honorees  fund  IT  projects  from  busi¬ 
ness  unit  budgets. 


Business  unit 


ing  sure  they’re  managed  by  experts.  Project 
management  offices  (PMOs)  increase  the 
chances  of  success  for  IT  projects.  Expert 
project  managers  create  and  consistently 
employ  best  practice  project  methodologies. 
Bruce  J.  Goodman,  senior  vice  president  and 
chief  service  and  information  officer  of  insur¬ 
ance  company  Humana,  says  that  even  if  he 
has  no  budget,  he’ll  continue  to  hire  project 
managers.  Their  skills  are  in  such  demand 
that  his  PMO  “loans”  out  its  project  man¬ 
agers  to  other  parts  of  the  organization. 


7 

CLOSE  THE  LOOP  WITH 
POSTMORTEM  AUDITS 

Checking  to  see  whether  IT  projects  deliver 
on  promised  value  may  seem  like  an  obvious 
best  practice,  but  Rubin  says  that  auditing  is 
relatively  uncommon.  Among  the  elite 
group  of  this  year’s  CIO  100  honorees,  how¬ 
ever,  65  percent  say  they  do  post-implemen¬ 
tation  audits  always  or  frequently. 

GE  Industrial  Systems  tracks  project 
teams’  histories  of  delivering  value  on  time 
and  on  budget.  This  so-called  say-do  ratio 
reveals  whether  a  team  did  what  it  said  it  was 
going  to  do.  If  a  team  spends  more  than 
planned,  blows  the  deadline  or  doesn’t  deliver 
promised  quality  or  financial  benefits,  it  gets 
a  zero  for  say-do  on  that  project.  Typically, 


teams  hit  all  three  80  percent  of  the  time.  “If 
we  feel  a  team  has  not  delivered  on  prior 
projects,  it  has  a  negative  impact  on  their  abil¬ 
ity  to  get  funding  the  following  year,”  Scott 
says.  Rigorous?  Sure,  but  there’s  a  lot  at 
stake.  “We’re  spending  hundreds  of  millions 
of  dollars,”  he  says.  “We’ve  got  to  make  sure 
we’re  doing  it  right.”  By  favoring  teams  with 
high  say-do  ratios,  GE  increases  the  chances 
that  the  capital  it  invests  will  pay  off. 

At  hardware  retailer  Chase  Pitkin,  CIO  T. 
Christopher  Dorsey  also  happens  to  be  the 
controller.  Not  surprising,  he  and  the  CEO 
consider  only  hard-dollar  ROI  when  analyz¬ 
ing  projects.  Dorsey  builds  in  specific  met¬ 
rics,  and  checks  results  monthly  against  P&L 
statements.  For  example,  he  found  employ¬ 


ees  weren’t  always  calculating  special-order 
delivery  charges  correctly.  After  deploying  a 
special-order  system  that  automatically  cal¬ 
culates  delivery  costs,  Dorsey  was  able  to 
determine  the  value  of  adding  that  function 
when  the  line  item  for  home  delivery  income 
increased  by  59  percent. 

8 

AVOID  DRACONIAN 
MEASURES 

A  governance  structure  that  is  too  constrain¬ 
ing  or  draconian  will  alienate  the  business- 
people  you’re  trying  to  engage  to  help  set  IT 


Project  managers  are  in  such  demand  at  Humana  that  CIO  BRUCE  GOODMAN 
“loans”  out  their  services  to  other  departments  within  the  company. 
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Shared 
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Giving  the  business  control  of  the  IT 
purse  strings  (or  at  least  sharing  that 
control)  encourages  business  executives 
at  CIO  100  enterprises  to  share  account¬ 
ability  for  project  success  with  IT. 


SOURCE:  "CIO  100  HONOREE  SURVEY" 
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priorities.  It’s  important  to  strike  the  right  bal¬ 
ance.  “We  had  too  much  governance  in  the 
wrong  places,  or  none  at  all,”  recalls 
Humana’s  Goodman.  For  example,  he  has 
eliminated  the  old  practice  of  agonizing  every 
month  over  how  many  full-time  equivalent 


IT  employees  should  be  devoted  to  each  busi¬ 
ness  area.  Instead,  he  shoots  for  the  right 
range,  based  on  his  best  estimate.  “We  try  to 
keep  bureaucracy  to  a  minimum,”  he  says. 

Communicating  to  set  the  right  tone  and 
ensure  that  everyone  involved  understands 
your  governance  processes  is  also  critical. 
The  goal  should  be  to  avoid  ambiguity  and 
surprises.  “Governance  by  definition  is 
somewhat  constraining,”  says  GE’s  Scott. 
“It’s  not  a  free-for-all.  It’s  meant  to  control. 
I  try  to  communicate  up  front  about  what 
is  the  governance  process,  how  does  it 
work,  and  how  people  can  be  successful  as 
project  leaders.” 

Whatever  governance  you  have  in  place  today, 
be  ready  to  adapt  it  to  make  the  most  of 
tomorrow’s  business  conditions.  “My  gover¬ 
nance  has  evolved,”  says  GE’s  Scott.  “My  gov¬ 
ernance  process  five  years  from  now  will  be 
different.  It  will  be  adjusted  to  whatever  the 


requirements  are  at  time.  In  the  end,  gover¬ 
nance  is  forced  upon  us  by  the  environment  in 
which  we  work.” 

Good  governance  can  also  shape  that  envi¬ 
ronment  to  a  certain  extent.  According  to 
Meta  Group’s  Rubin,  governance  should  set 
boundaries  but  not  mandate  the  use  of  this 
technology  or  that.  Instead  of  establishing  gov¬ 
ernance  practices  that  focus  on  constraining 
and  setting  limits,  Rubin  says,  organizations 
should  set  policies  that  feed  innovation  and 
resourcefulness.  “Governance  policy  has  every¬ 
thing  to  do  with  thinking  of  IT  as  an  invest¬ 
ment — and  the  return  you’re  getting,”  he  says. 
“A  governance  policy  that  says,  ‘Thou  shalt 
only  do  things  using  this  technology’  and 
doesn’t  look  at  outcomes  is  a  constrainment 
policy.  A  best  practice  in  governance  promotes 
thinking  that  leads  to  resourcefulness.”  HH 


Contact  Senior  Editor  Alice  Dragoon  via  e-mail 
at  adragoon@cio.com. 
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Y  MEGAN  SANTOSUS 


CIO  100  honorees  reuse  hardware  and  software  to 
improve  service,  boost  the  business  and,  coincidentally, 
save  buckets  of  money 

ONE  OF  THE  HALLMARKS  OF  THIS  YEAR’S  CROP  OF  CIO  100  HONOREES  IS  A  COMMITMENT  TO  REUSING 

technology  assets,  be  they  hardware,  software  or  both.  Yet  being  truly  resourceful 
involves  more  than  saving  money.  Any  organization  can  reduce  expenses  or  avoid 
additional  purchases  by  reusing  assets  it  already  owns.  What  sets  CIO  100  honorees 
apart  from  the  merely  cost-conscious  is  their  reuse  of  assets  in  innovative  ways  that 
actually  boost  revenue,  improve  service  or  otherwise  enhance  how  business  gets  done. 


HARDWARE 


! 


i 


/I 

I 


Organization:  Air  Force  Flight  Test  Center 

Resourceful  reuse  of  hardware: 

Equipment  turn-in  center 
Payoff:  $1.7  million  saved  since  2000 

eeping  an  accurate  inventory 

of  hardware  is  tough  for  most 
i  organizations,  but  the  IT  group  at 
the  Air  Force  Flight  Test  Center  at 
Edwards  Air  Force  Base  in  Southern  Cal¬ 
ifornia  has  two  unique  challenges.  At  470 
square  miles,  Edwards’  hardware  assets 
literally  cover  a  lot  of  ground.  Add  to  that 
the  constant  turnover  of  military  person¬ 
nel,  and  no  wonder  most  obsolete  hard¬ 
ware  used  to  end  up  stockpiled  in  closets, 
lost  or  was  otherwise  unaccounted  for. 

In  October  2000,  the  newly  formed  IT 
group  established  the  IT  Turn-In  Center, 
outfitted  with  a  crew  of  drivers  and  trucks 
to  go  out  and  pick  up  old  equipment.  For 
the  people  looking  to  ditch  outdated  hard¬ 


ware,  a  phone  call  to  the  center  is  all  it 
takes.  The  paperwork — which,  before,  was 
more  troublesome  than  dumping  old  stuff 
in  a  closet — is  now  handled  by  the  center 
staff,  who  also  evaluate  old  equipment  for 
reuse,  recycling  or  retirement.  To  date,  the 
center  has  reutilized  978  items  worth 
$829,733  and  donated  618  items  worth 
$845,198  to  schools,  according  to  Sean 
McMorrow,  deputy  CIO.  For  taxpayers, 
that  adds  up  to  a  cool  $1.7  million  saved. 

Organization:  Merrill  Lynch 
Resourceful  reuse  of  hardware: 

Internal  online  auction 
Payoff:  $500,000  in  savings 

ometimes  innovative  ideas  for 

reusing  IT  assets  can  happen  by 
chance.  At  Merrill  Lynch,  the  IT 
group  was  interested  in  open-source  soft¬ 
ware.  At  the  same  time,  the  company’s 
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communications  department  wanted  to  con¬ 
duct  a  fund-raising  auction  for  charity.  During 
a  December  200 1  meeting  between  commu¬ 
nications  and  IT,  the  two  groups  came  up 
with  an  idea  that  would  meet  both  their 
needs:  build  a  Linux-based  internal  online 
auction  that  would  operate  much  like  eBay. 
MLXchange  was  born.  IT  staffers  spent  30 
business  days  implementing  the  system.  So  far, 
employees  using  MLXchange  to  sell  every¬ 
thing  from  wine  to  swimming  lessons  have 
raised  $82,000  for  the  United  Way. 

But  MLXchange  hasn’t  been  limited  to 
charity  efforts.  “We  always  bought  new 
hardware  when  there  was  perfectly  capable 
hardware  lying  around,”  says  John  Helm, 
director  of  architecture.  Using  the  auction 
software  as  a  platform,  Merrill  began  to  post 
lists  of  hardware  available  for  reuse  through¬ 
out  the  company.  From  August  2002  to  May 
2003,  more  than  $700,000  worth  of  hard¬ 
ware  was  traded  via  MLXchange,  resulting 
in  an  overall  cost  avoidance  of  $500,000. 

Organization:  Raytheon  Aircraft  Co. 

Resourceful  reuse  of  hardware: 

Server  consolidation 
Payoff:  $500,000  in  savings 

aytheon  Aircraft  was  like  a  lot  of 

companies  in  the  1990s.  “Every  time 
someone  put  in  a  new  request  for  a 
new  application,  we’d  get  a  new  server,”  says 
Vice  President  and  CIO  Doug  Debrecht.  It 
got  to  the  point  where  the  390  servers 
weren’t  getting  anything  near  the  70  percent 
to  80  percent  utilization  rate  the  company 
sought.  When  the  recession  forced  the  IT 
group  to  change  its  free-spending  ways,  con¬ 
solidating  server  deployment  was  a  good 
place  to  start. 

By  combining  two  or  three  applications 
on  a  server,  the  IT  group  has  cut  the  number 
of  servers  from  390  down  to  272,  a  total  of 
30  percent.  The  company’s  bottom  line  has 
benefited  from  retired  leases  and  reduced 
support  costs,  Debrecht  says,  and  he  even 
managed  to  sell  a  dozen  of  them. 

The  smart  server  consolidation  has  freed 
up  enough  cash  for  Raytheon  to  improve  its 
IT  infrastructure  without  breaking  the  bank. 


Recently,  IT  staffers  implemented  a  storage 
area  network.  Raytheon  employees  now 
enjoy  faster  and  more  convenient  computing 
services,  and  the  company  has  reduced  IT 
expenses  by  $500,000. 

SOFTWARE 

Organization:  Kirkpatrick  &  Lockhart 
Resourceful  reuse  of  software:  Library  of 
components  for  building  client  extranets 
Payoff:  A  lure  for  clients 

10  Steven  W.  Agnoli  knows  that 

clients  come  to  Kirkpatrick  &  Lockhart, 
one  of  the  nation’s  largest  law  firms,  for 
the  quality  of  legal  services,  not  for  technical 
services.  Nevertheless,  K&L  sees  technology 
as  a  way  to  differentiate  itself.  “In  the  last  two 
years,  we  sought  to  add  value  to  our  services 
by  providing  client  extranets,”  Agnoli  says. 

Typically,  clients  want  the  same  types  of 
functionality  for  their  extranets,  ranging  from 
document  repositories,  chat  rooms  and  cal¬ 
endaring  to  topical  law  alerts,  expertise  loca¬ 
tors  and  contact  lists.  K&L  uses  reusable 
software  components  to  provide  such  func¬ 
tions;  applications  need  be  written  only  once. 
Thereafter,  all  the  IT  folks  have  to  do  is  snap 
the  various  pieces  together — which  they  can 
do  as  quickly  as  one  day. 

Agnoli  hasn’t  quantified  the  payback 
from  the  extranet  component  library,  but  he 
knows  client  service  has  improved.  Recently, 
K&L’s  extranet  services  played  a  part  in 
landing  two  clients,  he  says. 

Organization:  Lands’  End 
Resourceful  reuse  of  software:  Legacy  order- 
entry  system  coupled  with  a  product  database 
Payoff:  $20  million  in  additional  revenue 

In  2001,  retailer  Lands’  End  introduced 

Great  Go-Togethers  (GGT),  a  link  between 
its  product  database  and  order-entry  system. 
When  a  customer  orders  a  product,  GGT 
automatically  opens  a  screen — on  customers’ 
computers  for  online  orders,  and  on  the  com¬ 
puters  of  customer  service  representatives  for 
telephone  orders — that  suggests  other  prod¬ 
ucts.  “A  customer  who  orders  a  shower  cur¬ 
tain  may  not  have  thought  to  order  the  liner 


as  well,”  notes  Senior  Vice  President  and  CIO 
Frank  Giannantonio. 

As  a  cross-selling  tool,  GGT  is  a  signifi¬ 
cant  improvement  compared  with  the  old 
method,  which  required  customer  service 
reps  to  call  up  a  counterpart  in  Lands’  End’s 
specialty  shopper  service.  IT  staffers  inter¬ 
viewed  the  specialty  shopper  folks  to  build 
the  knowledge  database  and  then  linked 
GGT  to  the  existing  order-entry  system,  a 
process  that  was  relatively  straightforward, 
according  to  Giannantonio.  The  payoff:  an 
estimated  $20  million  in  additional  revenue 
directly  attributable  to  GGT.  Giannantonio 
estimates  that  it  would  have  taken  over  $40 
million  to  build  a  new  system. 

Organization:  Washington  State 
Department  of  Information  Services 
Resourceful  reuse  of  software: 

Shared  infrastructure  components 
Payoff:  $300,000  in  annual 
productivity  savings 

he  Washington  State  Department 

of  Information  Services  scored  a  hit 
with  its  Applications  Template  and 
Outfitting  Model  (Atom).  Launched  in  the 
fall  of  2000,  Atom  is  an  online  resource  for 
project  management  processes  and  infra¬ 
structure  components.  The  brainchild  of  sen¬ 
ior  policy  adviser  Paul  Piper,  Atom  includes 
the  policy  information,  shared  infrastructure 
components,  business  planning  documents, 
standards  and  reusable  code  needed  to  create 
an  Internet-based  government  application. 

Atom  promotes  the  reuse  of  enterprise 
investments,  says  Piper,  by  making  informa¬ 
tion  on  best  practices  easily  available  to  state 
agencies  online  (see  wwiv.wa.gov/ 'dis/ 'atom). 
The  system’s  target  audience  includes  busi¬ 
ness  and  project  managers,  application 
developers  and  third-party  contractors  who, 
thanks  to  Atom,  have  now  taken  an  average 
of  40  hours  off  of  project  planning  and 
development  time.  With  150  projects  under 
way  each  year,  Atom  adds  up  to  a  savings  of 
$300,000  for  the  IT  department.  E3Q 
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Make  sure  your  data's  always  safe  and  you'll  save  yourself  a  lot  of  worry.  And  work.  One  way  is  with  EchoView™.  A  potent,  new  data- 
protection  appliance  that  continually  captures  and  journals  data  as  soon  as  it's  written,  for  nonstop  protection.  And  EchoView™  provides 
rapid  recovery  to  any  point  in  time,  to  keep  business  humming.  So  while  your  systems  may  be  disrupted,  your  nights  won't  be. 
Learn  all  the  ways  we  can  help  you  at  www.savetheday.com. 
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An  internal  marketplace  allows  CIO  PETER  STOCKHAUSEN  (center)  and  his  IT 
management  team  to  allocate  staff  among  Manpower’s  various  IT  projects.  (Also 
pictured  left  to  right:  Dan  Popp,  Linda  Pelej,  Ray  Roy  and  Connie  Hubbard.) 
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CIO  100  honorees  get  the  most  out  ot  lean  IT  staffs 
without  compromising  the  quality  of  IT  services 


BY  MERIDITH  LEVINSON 


FIVE  MONTHS  AFTER  THE  MARKETS  TANKED  IN  APRIL  2000, 

Manpower  began  to  notice  less  demand 
for  its  services.  Even  as  revenue  slipped, 
however,  the  company’s  350-person  IT 
department  still  had  tons  of  work  to  do, 
especially  since  it  was  now  charged  with 
new  projects  that  would  help  the  company 
run  more  efficiently. 

CIO  of  North  American  operations 
Peter  Stockhausen  and  his  IT  management 
team  responded  to  the  challenge  by  devis¬ 
ing  an  innovative  approach  to  sharing  staff 
within  IT:  a  marketplace  for  allocating 
workers  among  various  projects.  To  moti¬ 
vate  managers  to  participate,  Stockhausen 
gives  them  credits  on  their  budgets  every 
time  they  free  up  one  of  their  direct  reports 
to  work  on  another  manager’s  IT  project. 

With  austerity  the  order  of  the  day,  IT 
departments  at  CIO  100  companies  have 


TEMPORARY  STAFFING  COMPANY 

to  be  flexible  when  it  comes  to  staffing. 
“We’ve  had  to  absorb  significant  amounts 
of  new  project  work  without  increasing 
our  budget,”  says  Stockhausen.  Keeping 
IT  employees  motivated  while  providing 
them  with  training  without  breaking  the 
bank  are  key  traits  of  resourceful  compa¬ 
nies,  and  employing  flexible  staffing  strate¬ 
gies  like  Manpower’s  IT  marketplace  is 
one  way  CIO  100  honorees  are  getting  the 
most  out  of  their  lean  staffs.  Fellow  hon¬ 
orees  Alliant  Energy,  Roadway  and  Royal 
Caribbean  Cruises  have  created  flexible 
organizational  structures  inside  their  IT 
departments  to  facilitate  sharing  and  rede¬ 
ploying  IT  workers.  (On  July  8,  2003, 
after  the  CIO  100  honorees  were  selected, 
Yellow  Corp.,  parent  company  of  Yellow 
Transportation  Inc.,  announced  it  would 
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acquire  Roadway  for  $966  million.)  They 
also  haven’t  cut  back  on  training  even  when 
resources  are  tight.  Results  from  a  survey  of 
CIO  100  honorees  show  that  48  percent 
don’t  plan  to  increase  or  decrease  their  staffs 
within  the  next  year.  And  with  traditional 
rewards  such  as  bonuses,  raises  and  fat 
expense  accounts  gone,  CIOs  have  to  find 
ways  to  keep  their  existing  and  often  over¬ 
worked  staffs  pumped  up  for  completing 
mission-critical  projects  on  time  and  on 
budget.  Another  way  CIO  100  companies 
maintain  flexible  staffing  options:  They  keep 
a  stable  of  consultants,  vendors  and  contract 
programmers  on  hand  for  when  new  work 
comes  in  that  their  lean  IT  departments  can’t 
or  don’t  want  to  handle. 

But  being  resourceful  isn’t  just  about  cut¬ 
ting  costs,  training  on  the  cheap  and  rede¬ 
ploying  staff.  It’s  about  doing  all  of  those 
things  and  still  keeping  IT  services  up  to  snuff. 

SHAREAND 

SHAREALIKE 

When  Manpower’s  revenue  dropped  off,  IT 
kicked  into  high  gear.  The  department  devel¬ 
oped  an  application  that  automatically  posts 
reports  on  the  company’s  intranet  so  that 
they  don’t  have  to  be  printed  out  on  paper 
and  physically  distributed  to  1,200  satellite 
offices  around  the  country.  It  also  worked 
with  Ti3,  a  Plano,  Texas-based  custom  appli¬ 
cations  provider,  to  develop  an  interactive 
voice  response  system  so  that  the  temporary 
staffers  employed  by  Manpower  can  submit 
their  hours  over  the  phone  rather  than 
through  time  sheets. 

For  Manpower’s  IT  department  to  accom¬ 
plish  such  efficiency-minded  projects,  Stock¬ 
hausen  had  to  stretch  the  capacity  of  his  staff 
and  make  sure  the  right  people  were  work¬ 
ing  on  the  right  projects.  To  that  end,  he  and 
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START  HERE 

Use  vendors  to  train  employees  on 
new  technology 

Ask  employees  for  ideas  to 

improve  efficiency 


Augment  permanent  staff  with 
contractors 


THEN  TRY  THIS 

Organize  according  to  vertical  skill  sets 
that  report  into  centers  of  excellence 

Link  training  opportunities  and 

job  assignments  to  employees’  career 
development  plans 

Create  a  marketplace  for  sharing  it 
resources  internally 

his  IT  management  team  decided  to  give 
managers  for  different  support  functions 
financial  incentives  to  promote  staff  sharing. 
If,  for  example,  a  functional  manager’s  direct 
report  gets  put  on  another  manager’s  devel¬ 
opment  project,  that  manager  receives  a 
credit  for  the  time  that  his  report  is  not 
working  in  the  support  function.  A  support 
employee  who  earns  $30  an  hour  and 
spends  40  hours  helping  to  build  a  new 
application  is  worth  a  $1,200  credit  plus 
benefits  on  his  manager’s  budget. 

“The  [functional]  managers  are  actively 
trying  to  get  their  employees  working  on 
projects  for  periods  of  time  so  that  they  can 
meet  their  own  budgets,”  says  Stockhausen. 
“It  creates  a  little  marketplace.” 

At  Alliant  Energy,  Managing  Director  of 
IT  Gregg  E.  Lawry  has  seen  his  IT  budget 
slashed  by  more  than  10  percent.  Yet  due 
to  the  way  he’s  organized  his  IT  department, 
Lawry’s  been  able  to  do  more  with  less.  A 
matrixed  organizational  structure  that  com¬ 
bines  vertical  skill  sets  such  as  Unix  admin¬ 
istration  and  workstation  support  with 
centers  of  excellence  such  as  customer  sup¬ 
port  services  allows  Lawry  to  easily  share 
and  redeploy  staff.  For  example,  Unix  and 


database  administrators  report  to  both  the 
centers  of  excellence  for  application  hosting 
and  storage  management.  When  a  project 
comes  up — like  an  effort  to  benchmark  the 
company’s  current  storage  capacity  against 
its  future  storage  needs — Lawry  can  assign 
employees  from  the  vertical  areas  that  work 
in  storage  (for  example,  Unix  server,  data¬ 
base  and  SAN  administrators)  to  the  bench¬ 
marking  project  without  draining  resources 
from  ongoing  projects  in  the  application 
hosting  center  of  excellence. 

Sharing  staff  is  also  an  ingrained  practice 
at  Roadway  although  the  mechanisms  for 
doing  so  are  not  formal.  Roadway  IT  man¬ 
agers  meet  on  a  regular  basis  to  discuss  work 
going  on  in  their  groups,  their  staffing  needs 
and  opportunities  for  redeploying  workers. 
Kevin  Carracher,  who  has  several  responsi¬ 
bilities  as  Roadway’s  director  of  infrastruc¬ 
ture  management  including  security  and 
disaster  recovery,  recalls  one  of  these  meet¬ 
ings  when  the  manager  of  his  advanced  tech¬ 
nology  group  offered  to  loan  a  project 
manager  to  the  desktop  technology  group. 
The  end  result:  With  an  experienced  project 
manager,  the  desktop  technology  group’s 
project  proceeded  much  more  smoothly  than 
if  it  had  had  to  do  without. 

Roadway  Vice  President  of  New  Venture 
Commerce  and  CIO  Robert  W.  Obee  says 
that  effectively  deploying  employees  often 
comes  down  to  knowing  what  projects  fel¬ 
low  IT  managers  are  working  on,  finding 
out  when  those  projects  are  scheduled  to 
end  and  asking  each  other  if  they  have 
resources  they  can  share. 

DON’T  SKIMP 
ON  TRAINING 

CIO  100  honorees  know  that  the  most  crit¬ 
ical  time  to  invest  in  staff  training  is  in  the 
midst  of  a  hiring  freeze  or  following  a  layoff. 
During  such  times,  IT  departments  are 
invariably  faced  with  skill  gaps  that  can  only 
be  filled  by  training  employees  so  that  they 
can  pick  up  the  slack.  Plus,  the  folks  who 
remain  in  the  wake  of  a  layoff  are  in  dire 
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need  of  a  morale  boost,  and  training  them  is 
a  huge  motivating  technique  because  it 
shows  that  the  company  is  committed  to 
developing  their  careers. 

Alliant  Energy  and  Roadway  emphasize 
the  importance  of  creating  formal  develop¬ 
ment  plans  for  employees  to  keep  them 
motivated.  Both  companies  use  these  devel¬ 
opment  plans,  created  by  supervisors  and 
their  direct  reports,  to  determine  whom  to 
train.  At  Roadway,  for  example,  managers 
try  to  match  skills  needed  for  upcoming 
projects  with  employees  who  have  expressed 
interest  in  the  relevant  areas. 

When  Alliant  Energy  began  plans  to 
replace  its  legacy  HR,  supply  chain  and  finan¬ 
cial  systems  with  a  PeopleSoft  ERP  system, 
IT  managers  identified  who  would  be  most 


interested  in  working  with  the  new  technol¬ 
ogy  and  programming  language  of  the  sys¬ 
tem  based  on  their  direct  reports’  individual 
development  plans.  IT  managers  used  quar¬ 
terly  check-in  meetings  to  tell  their  employees 
about  the  new  ERP  system  and  ask  them  if 
they  were  interested  in  learning  new  skills  and 
taking  on  a  new  role.  If  they  were — and  most 
were,  says  Lawry — the  manager  and  direct 
report  set  up  a  development  plan  consisting 
of  class-  and  Web-based  training.  Those  not 
interested  stayed  on  the  legacy  systems. 

Once  companies  identify  whom  to  train, 
they  should  consider  the  resourceful  option  of 
training  in-house.  When  Obee  needed  to 
retrain  Roadway’s  mainframe  programmers 
on  HTML,  he  flew  an  expert  into  town  for  a 
weeklong  stay  instead  of  sending  his  devel¬ 


RESTRUCTURING 


Restructuring  doesn’t  always  have  to  imply  heads  rolling.  Last  summer,  tem¬ 
porary  staffing  company  Manpower  restructured  its  40-person  help  desk 
organization— without  handing  out  pink  slips— to  enable  employees  to  do 
their  jobs  more  effectively. 

Before  the  reorganization,  the  help  desk  manager,  not  the  staff,  was  solely  responsible 
for  service  levels.  There  wasn’t  a  good  process  for  routing  calls  to  the  appropriate  person 
on  the  help  desk,  and  the  number  of  people  monitoring  the  help  desk  never  fluctuated, 
regardless  of  whether  certain  times  of  the  day  were  busier  and  required  more  people. 

With  service  levels  stagnating,  the  help  desk  manager  asked  his  staff  for  ideas  on 
improving  them.  The  employees  incorporated  their  thoughts  into  a  restructuring  plan. 
Manpower’s  approach  resonates  with  most  CIO  100  honorees;  in  a  survey,  90  percent 
said  most  of  the  ideas  for  managing  and  using  IT  resourcefully  come  from  IT  staff. 

Help  desk  staffers  are  now  held  accountable  for  service  levels.  Their  performance  is 
measured  and  evaluated  based  on  typical  help  desk  metrics  such  as  the  number  of 
calls  they’re  able  to  resolve  and  how  long  it  takes  them  to  solve  problems.  If  a  call 
comes  in  to  a  help  desk  staffer  who  doesn’t  have  the  expertise  the  caller  needs,  the 
staffer  is  free  to  pass  on  the  call  to  someone  else  and  pick  up  a  different  call.  By  rear¬ 
ranging  schedules,  the  help  desk  is  now  staffed  with  the  requisite  number  of  people 
during  peakand  slowtimes. 

Service  levels  have  since  improved  with  an  increase  in  the  number  of  immediate 
call  resolutions,  and  productivity  has  increased  by  22  percent.  CIO  of  North  American 
operations  Peter  Stockhausen  says  the  restructuring  also  improved  morale  among 
help  desk  workers  and  made  for  a  more  collegiate  environment.  All  that,  and  he  didn’t 
spend  a  dime.  -M.L. 


opers  to  classes  and  seminars  across  the  coun¬ 
try.  Obee  says  conducting  the  training  onsite 
saved  the  company  approximately  $50,000 
in  travel  costs.  In  addition,  the  in-house  train¬ 
ing  allowed  Roadway  to  customize  the  mate¬ 
rial  to  suit  its  developers’  precise  needs  by 
taking  into  account  the  very  HTML  and 
XML  projects  they  were  working  on. 

Roadway  employs  another  cheap  training 
technique,  the  “train  the  trainer”  approach. 
IT  staffers  who  attend  a  training  course  are 
responsible  for  teaching  what  they’ve  learned 
to  other  employees  upon  their  return.  Often 
this  effort  to  train  on  a  shoestring  fails 
because  the  people  who’ve  been  through  for¬ 
mal  training  aren’t  held  accountable  for  trans¬ 
ferring  their  knowledge.  But  at  Roadway,  the 
IT  employees  make  the  approach  part  of  their 
application  development  process.  Finally, 
don’t  underestimate  the  cost-effectiveness  of 
trial-by-fire  training  methods.  Tom  Murphy, 
CIO  of  Royal  Caribbean  Cruises,  says  train¬ 
ing  “on  the  fly”  was  the  most  effective  way 
for  his  IT  employees  to  learn  new  skills  in  the 
aftermath  of  a  layoff  that  eliminated  50  per¬ 
cent  of  his  450-person  IT  staff.  Even  though 
the  cruise  line  experienced  a  precipitous 
decline  in  business  following  9/11,  the  drop¬ 
off  in  business  didn’t  translate  into  any  less 
work  for  the  remaining  IT  employees.  They 
had  to  quickly  acquire  new  skills  so  that  they 
could  build  electronic  documentation  and 
paper  list  embarkation  systems  in  compliance 
with  new  security  regulations  from  the  gov¬ 
ernment.  “We  didn’t  have  the  time  or  the 
money  to  do  a  lot  of  formal  training,”  says 
Murphy. 

USE YOUR 
VENDORS 

To  prevent  staff  burnout  as  well  as  boost 
motivation,  CIO  100  honorees  liberate  their 
IT  workers  from  mundane  activities  and  put 
them  on  exciting  new  projects.  They  bring  in 
vendors,  consultants  or  contractors  to  take 
over  routine  tasks  like  support  and  mainte¬ 
nance.  They  also  tap  their  vendors  for  low- 
cost  training  on  new  technologies.  Not  only 
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CRM  investments 

that  paid  off 

Delivering  an  exemplary  customer  experience  is  a  chief  competitive  differentiator  in  today's 
global  markets.  As  customers  continue  to  expect  more,  and  as  markets  and  competitive  dynamics 
change,  the  demands  on  technology  infrastructures  and  IT  leaders  continue  to  grow.  Working  with 
limited  budgets  in  a  “do  more  with  less”  business  environment,  companies  must  leverage  their 
existing  IT  investments  wisely  as  they  employ  new  applications,  improve  their  business  processes 
and  services  to  exceed  customer  needs,  and  deliver  reliable  productivity  gains  and  quick  returns  on 
investment.  The  failure  of  many  projects  to  balance  these  demands  has  understandably  diminished 
executive  appetite  for  CRM  outlays.  It  also  underscores  the  importance  of  working  with  CRM 
vendors  who  possess  proven  track  records  in  building  customer  relationships  that  deliver  tangible 
results  within  reasonable  time  frames. 

Siebel  Systems’  deployments  deliver  proven  results.  Built  on  a  highly  flexible  and  easily  config¬ 
urable  architecture,  Siebel  CRM  applications  draw  on  more  than  ten  years  of  CRM  domain  expertise 
to  embed  out-of-the-box  industry  best  practices  in  business  processes.  This  enables  customers  to 
rapidly  transform  themselves  into  customer-centric  enterprises  and  realize  rapid  and  measurable 
cost  efficiencies.  Our  unique,  industry-specific  integration  solutions  and  automatic  upgrades  allow 
companies  to  optimally  leverage  limited  IT  resources.  As  the  following  case  studies  prove,  Siebel 
customers  make  CRM  investments  that  pay  off. 
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CEO 

Mitsubishi  Motors  North  America,  Inc. 


MITSUBISHI  CRM  SUCCESS 

•  REDUCED  CALL  ABANDON  RATE:  8% 

•  REDUCED  COST  PER  CALL:  38% 

•  ANNUAL  SAVINGS:  $3.7  MILLION 


Mitsubishi  Motors  North  America, 

Inc.  (MMNA)  is  the  exclusive  U.S. 
distributor  for  Tokyo-based  Mitsubishi 
Motors  Corporation,  offering  American 
motorists  a  full  line  of  passenger  cars 
and  sport  utility  vehicles.  In  order  to 
successfully  manage  its  increasing 
number  of  customer  relationships, 
MMNA  must  track  customers  through 
their  ownership  life  cycle,  which 
includes  current  and  past  purchases, 
service  issues,  and  financial  transac¬ 
tions.  In  addition,  MMNA  realizes 
that  customers  see  themselves  as 
having  only  one  relationship  with 
Mitsubishi— not  one  relationship 
for  the  vehicle  and  a  second  relation¬ 
ship  for  financial  services. 

To  provide  its  customers  with  an  inte¬ 
grated  experience,  MMNA  is  deploying 
the  Siebel  Automotive  Captive  Finance 
solution  set,  a  suite  of  Siebel  applica¬ 
tions  tailored  to  the  unique  needs  of 


captive  vehicle  finance  organizations. 
The  deployment  represents  an  expan¬ 
sion  of  MMNA's  current  Siebel  Call 
Center  deployment,  which  has 
enabled  the  company  to  lower  its 
call  abandon  rate  by  8  percent  and 
reduce  its  cost  per  call  by  38  percent. 
All  of  this  was  accomplished  during 
a  growth  period  in  which  inbound 
volume  increased  by  75  percent. 

“We've  realized  significant  cost 
reductions,  efficiency  gains,  and 
improved  customer  and  employee 
satisfaction  from  our  CRM  deploy¬ 
ment,"  says  Pierre  Gagnon,  CEO, 
MMNA.  "Looking  forward,  CRM  tech¬ 
nology  will  play  an  ever-increasing 
role  in  supporting  our  'single-point 
of  contact'  strategy." 


For  more  information,  visit  siebel.com/provenresults  or  call  1-800-371-0407 


Special  Advertising  Section 


Joe  Guyaux 

President 

The  PNC  Financial  Services  Group 


PNC  REGIONAL  COMMUNITY 
BANK  CRM  SUCCESS 

OVER  THE  PAST  YEAR: 

•  INCREASED  ACQUISITION  OF  NEW 
CONSUMER  CHECKING  CUSTOMERS:  19% 

OVER  THE  PAST  TWO  YEARS: 

•  INCREASED  CUSTOMER  RETENTION: 
Retained  21%  more  of  their  checking 
households 

•  INCREASED  CUSTOMER  SATISFACTION:  9% 


PNC  REGIONAL  COMMUNITY  BANK 

Putting  “Personal"  Back  in  Banking 


PNC  Regional  Community  Bank 
(RCB)  is  the  largest  division  of 
Pittsburgh-based  The  PNC  Financial 
Services  Group,  employing  10,000 
people  and  generating  approximately 
half  of  the  parent  company's  annual 
earnings.  In  the  mid-1990s,  with 
the  goal  of  accelerating  revenue 
growth,  the  RCB  launched  a 
customer-focused  strategy  that  was 
aimed  at  giving  each  customer  a 
superior  experience  at  every  point 
of  contact. 

To  fulfill  this  vision,  RCB  worked 
closely  with  Siebel  Systems  and 
IBM  to  transform  its  customer 
outreach  and  service  infrastructure 
and  technology.  The  transformation 
entailed  rolling  out  Siebel  Finance 
to  3,500  financial  consultants, 
or  virtually  100  percent  of  the 
company's  retail  customer  contact 


employees.  The  system  makes 
customer  information  available 
in  a  single  customer  folder,  visible 
to  employees  and  customers 
across  channels. 

The  results?  More  effective 
customer  acquisition,  improved 
customer  retention,  and  streamlined 
problem-handling.  "We  have 
redefined  the  future  for  ourselves 
as  a  growing  business,"  says  Joe 
Guyaux,  President,  The  PNC 
Financial  Services  Group.  “We 
are  now  a  model  for  customer 
effectiveness  in  the  retail 
banking  industry." 


Pierre  Danon 

CF.O 
BT  Retail 


BT  RETAIL  CRM  SUCCESS 


INCREASED  REVENUE  PER  CUSTOMER:  20% 

INCREASED  PRODUCTIVITY:  5,000  new 
accounts  identified  in  12  weeks 
INCREASED  CUSTOMER  SATISFACTION: 

BT  Retail  grew  customer  satisfaction  to  86% 
INCREASED  CALL-HANDLER  SATISFACTION: 
34% 

■  ROI:  8  months 


BT  RETAIL 

Delivering  a  Superior  Customer  Experience 


Providing  end-to-end  telecommunica¬ 
tions  services  to  more  than  21  million 
customers  in  BT's  retail  division 
creates  unique  customer  satisfaction 
challenges.  BT,  the  largest  communi¬ 
cations  service  provider  in  the  United 
Kingdom,  is  implementing  a  bold 
customer-centric  strategy  designed 
to  dramatically  improve  the  quality  of 
service  delivery  while  reducing  costs 
by  driving  greater  productivity.  "To 
thrive  in  this  intensely  competitive 
industry,  we  must  deliver  innovative 
customer  service  programs  that 
maximize  satisfaction  and  long-term 
loyalty,"  says  Pierre  Danon,  CEO,  BT 
Retail.  To  support  its  strategy,  BT 
Retail  joined  forces  with  Siebel 
Systems,  Accenture,  and  Genesys  to 
build  eContact,  the  first  fully  functional 
multimedia  contact  center  in  the  UK. 

It  integrates  all  channels  of  customer 
interaction— including  the  telephone, 
Web,  and  email— within  a  single 


infrastructure.  When  customers  call 
the  eContact  Center,  the  system 
automatically  routes  them  to  an 
advisor  trained  to  respond  to  their 
specific  type  of  inquiry.  In  addition, 
any  of  BT’s  1.5  million  registered 
users  may  send  automatic  emails 
or  use  text  chat  to  engage  in  online 
discussions  with  sales  advisors. 

What's  more,  during  periods  of  low 
inbound  activity,  advisors  can  seam¬ 
lessly  switch  to  outbound  telemarket¬ 
ing  roles,  such  as  contacting  warm 
prospects  that  have  recently  been 
targeted  by  a  BT  direct  mail  campaign. 

The  benefits?  Fast  returns  for  BT's 
Plomemover  program  with  impressive 
gains  in  revenue,  customer  satisfac¬ 
tion,  and  employee  productivity. 

And  those  are  the  kinds  of  timely 
improvements  BT  can  count  on. 


SIEBEL 
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Ten  Critical 

Success  Factors  for  CRM: 

Lessons  Learned  from  Successful  Implementations 

Although  CRM  software  can  deliver  a  wealth  of  benefits,  many  companies  fail  to  appreciate  that  technology 
is  just  one  component  of  a  successful  CRM  initiative.  Siebel  Systems’  experience  with  more  than  3,500 
customers  and  more  than  1,000,000  production  users  has  shown  that  the  most  successful  companies  approach 
customer  relationship  management  as  a  complete  business  strategy,  in  which  people,  processes,  and  technology 
are  all  organized  around  delivering  superior  value  to  customers.  Siebel  Systems  has  also  found  that  CRM  success 
critically  depends  on  the  degree  to  which  organizations  follow  implementation  best  practices.  If  your  company  is 
already  involved  in  a  CRM  rollout  or  expects  to  be  soon,  the  following  checklist  will  help  you  realize  the  greatest 
return  on  your  CRM  investment. 

Ten  Critical  Success  Factors  for  CRM  Implementations 


1.  Establish  measurable  business  goals.  It  is  critically  important  to  define  the  specific  business  benefits 
you  expect  your  CRM  project  to  deliver.  This  may  sound  painfully  obvious,  but  many  projects  fail 
because  this  “obvious”  success  factor  is  not  observed. 

2.  Align  your  business  and  your  IT  operations.  While  CRM  is  driven  by  technology,  it’s  not  about 
technology.  The  point  of  CRM  is  to  improve  your  customer-facing  business  processes;  technology  is 
only  a  means  to  achieving  that  end. 

3.  Get  executive  support  up  front.  Because  CRM  projects  are  strategic  initiatives,  top  management  must 
actively  support  them.  Without  executive  endorsement,  a  CRM  initiative  can  be  regarded  as  a  gimmick 
or  a  fad. 

4.  Let  business  goals  drive  functionality.  Just  as  a  CRM  project  needs  to  be  driven  by  business  goals, 
so  must  every  configuration  decision.  If  a  feature  doesn't  directly  help  your  company  better  serve 
customers,  you  probably  don’t  need  it. 

5.  Minimize  customization  by  leveraging  out-of-the-box  functionality.  Customization  is  often  the  most 
costly,  time-consuming,  and  complex  component  of  a  CRM  implementation.  Choosing  a  CRM 
application  that  meets  your  requirements  out  of  the  box  can  dramatically  reduce  the  need  for 
customization  and  reduce  the  total  cost  of  ownership. 

6.  Use  trained,  experienced  consultants.  To  ensure  that  your  systems  integrator  can  actually  deliver 
a  CRM  project  on  time  and  on  budget,  look  for  consultants  who  are  not  only  thoroughly  trained  in 
implementation  methodologies  for  the  applications  you  are  considering,  but  also  have  real  experience 
in  deploying  those  applications. 

7.  Actively  involve  end  users  in  solution  design.  Unless  you  solicit  and  act  on  end  user  input,  you  run  the 
risk  of  implementing  systems  that  confuse  and  alienate  the  very  people  they  are  meant  to  help. 

8.  Invest  in  training  to  empower  end  users.  Training  should  not  merely  focus  on  demonstrating  how  to 
use  the  software’s  features  and  functionality.  Instead,  training  should  teach  employees  how  to  effectively 
execute  the  business  processes  enabled  by  the  CRM  system. 

9.  Use  a  phased  rollout  schedule.  Most  successful  CRM  projects  follow  a  phased  deployment  schedule: 
Each  phase  is  focused  on  a  specific  CRM  objective  and  is  designed  to  produce  a  “quick  win”— that  is, 
meaningful  results  in  a  reasonable  amount  of  time  (typically  three  to  four  months). 

10.  Measure,  monitor,  and  track.  Once  a  CRM  system  goes  live,  the  organization  must  measure,  monitor, 
and  track  the  system’s  effectiveness,  with  an  eye  to  continuously  improving  performance. 


For  more  information, 

visit  siebel.com/provenresults  or  call  1-800-371-0407 
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Issues  ►  Ideas  ►  Impact 

'he  Economy: 

that’s  the  outlook?  What  domestic  and  foreign 
policies  are  helping  or  hurting?  And  what  about 
(he  hard-hit  tech  sector? 

lobs  &  IT  People: 

I  hat  happens  when  all  the  baby  boomers  start 
itiring?  Does  the  younger  generation  really 
)okat  work  differently?  Why  is  there  so  little 
liversity  in  the  IT  ranks?  Is  offshore  outsourc- 
ig  leading  to  the  extinction  of  most  domestic 
jobs?  Are  our  schools  adequately  preparing 
|he  next  generation  of  IT  and  business  workers? 

.aw  &  Society: 

low  are  CIOs  coping  with  the  Patriot  Acts, 
>arbanes-Oxley,  HIPAA,  and  other  legal  man- 
Jates?  What  pending  legislation  is  bound  to 
;ive  you  headaches  if  it  passes  into  law?  How 
luch  security  and  privacy  is  enough?  Is  all  the 
|alk  about  ethics  just  that?  Social  responsibil- 
ty:  can  business  do  well  by  also  doing  good— 
ind  do  your  customers  care? 

rechnology: 

tow  worried  should  you  be  about  vendor 


consol  idation?  What  are  the  major  cross¬ 
industry  business  concerns— and  what  solu¬ 
tions/initiatives  are  getting  funded  in  the  near 
term?  Should  you  fearthe  RFIDs  in  your  future? 
What  emerging  technologies  are  venture 
capitalists  betting  their  money  on  now— and 
why? 

Future  of  IT  (&  the  CIO): 

For  many  years,  CIOs  have  been  working  hard 
to  secure  a  place  at  the  top  management  table. 
Now  some  business  and  industry  gurus  say  IT 
is  no  longer  strategic:  it’s  just  becoming  a 
commodity  and  can’t  give  a  competitive  advan¬ 
tage.  Are  they  right?  Should  CIOs  be  worried? 

And  we’ll  give  you  plenty  of  networking  opportunities, 
starting  with  the  CIO  Golf  Tournament  on  Sunday  morning, 
receptions,  special  small  working  groups  and  breakouts, 
mealtimes,  discussion  roundtables,  and  evening  hospitali¬ 
ties. 
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do  these  approaches  result  in  cheaper  and 
faster  deployments,  but  they  also  lift  full¬ 
time  employees’  morale  by  giving  them 
opportunities  to  learn  new  skills  and  work 
on  challenging  technologies. 

Alliant  Energy’s  Lawry  brought  in  Peo- 
pleSoft  consultants  and  a  few  small  tech¬ 
nology  companies  from  Madison,  Wis., 
during  the  ERP  implementation.  The  con¬ 
sultants  helped  train  his  employees  on  the 
new  system  and  took  over  support  of  the 
legacy  systems  while  Alliant  IT  staffers  were 
busy  with  the  deployment.  Doing  that  was 
cheaper  than  hiring  an  army  of  consultants 
to  do  everything  and  left  Alliant’s  IT  staff 
well-positioned  to  support  and  maintain  the 
new  system.  Hiring  consultants  was  also 
cheaper  than  if  Alliant’s  IT  employees  tried 
to  implement  the  new  system  on  their  own. 
Had  they  attempted  the  implementation  by 
themselves,  says  Lawry,  they  would  have 
taken  longer  than  the  year  and  a  half  it  took 
to  deploy  the  system  and  probably  would 
have  seen  a  lot  of  costly  mistakes. 

By  selectively  using  contractors  as  a 
resourceful  staffing  strategy  and  by  retrain¬ 
ing  and  redeploying  IT  workers,  Lawry’s 
been  able  to  reduce  his  contract  labor  mix 
by  20  percent  since  1998  and  has  decreased 
headcount  in  his  IT  organization  from  303 
employees  and  contractors  in  1998  to  278 
in  2002.  All  the  while,  Alliant  Energy’s  IT 
infrastructure  has  expanded  to  meet  the 
company’s  business  needs.  (Storage  alone 
has  grown  from  seven  terabytes  of  data  in 
1998  to  40  terabytes  in  2002.) 

Roadway’s  Obee  also  augments  perma¬ 
nent  staff  with  contractors.  By  keeping  the 
IT  organization’s  staff  levels  flexible,  Obee 
says,  CIOs  don’t  have  to  let  go  of  in-house 
staff  when  business  goes  south;  they  can 
instead  fire  contractors  and  keep  in-house 
people  on  hand  to  continue  rolling  out 
strategic  IT  projects. 

But  CIOs  need  to  be  judicious  about  using 
contractors  to  bolster  IT  staff,  says  Royal 
Caribbean’s  Murphy.  In  his  organization, 
using  too  many  contractors  too  often  rather 
than  hiring  full-time  employees  has  become 


A  budget  slashed  by  10  percent  hasn't  prevented  Alliant  Energy  Managing  Director  of  IT 
GREGG  LAWRY  from  expanding  the  company’s  IT  infrastructure  to  meet  business  needs. 


a  morale  issue.  Murphy  decides  when  to  use 
contractors  and  when  to  hire  new  employees 
based  on  whether  full-timers  have  the  skills 
needed  or  can  easily  acquire  training.  Mur¬ 
phy  also  considers  whether  the  skills  in  ques¬ 
tion  will  be  needed  over  the  long  haul  or  just 
temporarily.  If  it’s  a  temporary  need,  he’ll 
hire  a  contractor  rather  than  hire  someone 
for  six  months  and  then  dismiss  that  person 
when  her  work  is  complete. 

These  days,  Murphy’s  focused  on  mak¬ 
ing  wise  rehiring  decisions.  Royal  Caribbean 
saw  an  uptick  in  business  this  past  winter, 
and  with  it  came  bundles  of  new  project 
work.  “We’ll  never  have  the  kind  of  head- 


count  we  had  pre-9/1 1,”  he  says.  “The  com¬ 
pany  doesn’t  want  to  do  it.  We  still  have  all 
the  same  obligations  and  commitments  and 
major  projects  we  had  [before  9/11].  We  just 
think  we  can  do  it  with  less  [people]. 

“We’re  a  much,  much  better  organization 
today  than  we  were  pre-9/1 1,”  he  adds. 
“We’re  much  more  efficient,  and  we’re 
much  more  productive.”  Indeed,  the  mark 
of  a  resourceful  staffing  strategy  adds  up  to 
more  flexibility  and  efficiency  for  the  organ¬ 
ization  in  good  times  as  well  as  bad.  HPl 


Reach  Senior  Writer  Meridith  Levinson  via  e-mail  at 
mlevinson@cio.com. 
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May  we  suggest  our  new 

ENTERPRISE  REPORTING  SOLUTION  INSTEAD? 


Business  Intelligence  from  Business  Objects 


Looking  for  real  insight  into 
your  business?  Get  out  from 
behind  that  stack  of  paper.  And 
get  in  front  of  BusinessObjects'' 
Enterprise  6,  the  new  standard  in 
enterprise  business  intelligence. 
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There  is  no  more  intelligent  way 
to  track,  understand,  and  manage 
your  enterprise.  Every  day,  more 
than  17,500  companies  rely  on 
award-winning  Business  Objects 
business  intelligence  software  to 


It  is,  very  simply,  the  industry's  best  web  query, 
reporting,  and  analysis  solution. 

With  Enterprise  6,  users  can  access  and  create  reports. 
Sort  and  filter  data.  Get  instant  insight  with  on-report 
analysis.  Slice  and  dice  data  virtually  any  way  they 
choose.  Quickly  and  easily  turning  raw  data  into 
actionable  information. 


unlock  the  power  of  information  to  improve 
enterprise  performance.  Perhaps  you  should,  too. 

To  get  started,  visit  www.businessobjects.com/reporting 
and  take  a  look  at  our  BusinessObjects  Enterprise  6 
interactive  product  demonstration  or  download  our 
technical  white  paper.  And  see  what  some  real 
insight  can  do  for  you. 


BusinessObjects 


ONLY  ONE  REPORTING 
WORKS  ACROSS  DEPART 
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JOIN  THE  REVOLUTION. 


It’s  not  an  evolution.  It’s  a  revolution. 

Introducing  Cognos  ReportNet,  the  new  enterprise  reporting  standard. 
Now,  you  can  deliver  consistent  information  across  your  business. 
Replace  stand-alone  reporting  tools  with  the  only  solution  that  handles 
everything  from  customized  queries  to  production  reports. 

Build  reports  once.  Deploy  in  any  language.  Automatically. 

Make  your  IT  team  and  users  more  productive. 

All  on  a  zero-footprint,  open  architecture  built  specifically  for  the  web. 

See  how  you  can  drive  performance. 

Read  about  Breakthrough  Reporting  at: 


Copyright  ©  2003  Cognos  Incorporated.  All  rights  reserved. 


SOLUTION 

MENTS. 

SS  THE  PLANET. 
REPORTNET. 


COGNOS  REPORTNET 
WORLDWIDE  LAUNCH 

9  Sep  New  York,  NY 

9  Sep  London,  England 

9  Sep  Paris,  France 

9  Sep  San  Jose,  CA 

9  Sep  Chicago,  IL 

9  Sep  Frankfurt,  Germany 

9  Sep  Amsterdam,  Netherlands 
9  Sep  Brussels,  Belgium 

Join  us  online  at 

www.cognos.com/reportnet/events. 

BREAKTHROUGH 
REPORTING  GLOBAL  SERIES 
Americas 


3  Sep 

Los  Angeles,  CA 

4  Sep 

Dallas,  TX 

16  Sep 

Toronto,  ON 

18  Sep 

Iselin,  NJ 

23  Sep 

Calgary,  AB 

23  Sep 

Minneapolis,  MN 

24  Sep 

Milwaukee,  WI 

24  Sep 

Seattle,  WA 

25  Sep 

Portland,  OR 

25  Sep 

St.  Louis,  MO 

26  Sep 

Kansas  City,  KS 

1  Oct 

Boston,  MA 

2  Oct 

Washington,  DC 

2  Oct 

Phoenix,  AZ 

7  Oct 

Nashville,  TN 

7  Oct 

Sao  Paulo,  Brazil 

8  Oct 

Philadelphia,  PA 

8  Oct 

Ft.  Lauderdale,  FL 

9  Oct 

Pittsburgh,  PA 

15  Oct 

Atlanta,  GA 

17  Oct 

Houston,  TX 

21  Oct 

Hartford,  CT 

21  Oct 

Raleigh,  NC 

21  Oct 

Cincinnati,  OH 

22  Oct 

Cleveland,  OH 

22  Oct 

Montreal,  QC 

22  Oct 

Rochester,  NY 

22  Oct 

Richmond,  VA 

22  Oct 

Mexico  City,  Mexico 

23  Oct 

Detroit,  MI 

23  Oct 

Montreal,  QC 

4  Oct 

Indianapolis,  IN 

28  Oct 

Denver,  CO 

20  Nov 

Edmonton,  BC 

20  Nov 

Ottawa,  ON 

Europe 

10  Sep 

Vienna,  Austria 

1  Oct 

Lausanne,  Switzerland 

7  Oct 

Frankfurt,  Germany 

8  Oct 

Amsterdam,  Netherlands 

9  Oct 

Paris,  France 

10  Oct 

Helsinki,  Finland 

13  Oct 

Birmingham,  England 

14  Oct 

Brussels,  Belgium 

15  Oct 

Stockholm,  Sweden 

16  Oct 

Zurich,  Switzerland 

Asia  Pacific 

15  Oct 

Tokyo, Japan 

21  Oct 

Perth,  Australia 

22  Oct 

Brisbane,  Australia 

23  Oct 

Canberra,  Australia 

28  Oct 

Adelaide,  Australia 

29  Oct 

Melbourne,  Australia 

30  Oct 

Sydney,  Australia 

Register  today  and  get  a 
free  Cognos  ReportNet 
white  paper.  Just  visit 
www.cognos.com/reportnet/events. 


"Next  month's  meeting  is  postponed. 
All  30  members  need  to  be  notified.  " 


"All  Midwest  Development  Team  Members: 
Meeting  confirmed  for  9  a.m.  " 


Every  message  is  important.  But  some  are  essential.  When  your  message  is  mission  critical,  there's  SkyTel. 
Unlike  the  hit-and-miss  world  of  cell  phones,  with  SkyTel,  message  delivery  is  guaranteed.  For  information 


regarding  the  high  reliability  of  SkyTel  messaging,  visit  skytel.com/go  or  call  1.800.792.2238.  Assuming,  of 


course,  that  your  cell  phone  is  in  the  right  coverage  area. 


SKYTEL 
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To  outsource  or  to  insource:  Here’s  how  two 
resourceful  CIOs  made  their  decisions 

MANY  OF  THIS  YEAR’S  CIO  100  HONOREES  CITED  SOURCING 

choices  as  part  of  their  overall  portfolio  of  resourceful  practices. 

Some  employ  traditional  infrastructure  outsourcing  while  others 
send  application  development  work  as  far  away  as  China.  Some 
are  bringing  IT  work  back  in-house,  while  others  are  turning  to 
ASPs.  Most  are  utilizing  a  combination  of  in-house  and  outside 
sourcing  options  to  successfully  meet  business  demands. 

Our  resourceful  CIOs  have  developed  deliberate  and  unique 
strategies  for  sourcing  that  benefit  their  organizations  not  only  in 
terms  of  total  costs  but  also  in  terms  of  service  levels  and  skill  sets. 
Two  CIO  100  honorees  share  the  steps  they  took— one,  in  deciding 
what  to  selectively  outsource  and  another  in  determining  what 
pieces  to  bring  back  in-house. 


SOURCING 


Smurfit-Stone  Container  Corp. 
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When  Jim  Burdiss  took  over  as  vice  presi¬ 
dent  and  CIO  of  Smurfit-Stone  Container  in 
January  2002,  he  was  close-minded  when  it 
came  to  sourcing.  A  former  CSC  consultant, 
he  thought  the  250-person  IT  shop  was  over¬ 
staffed  and  he  could  cut  costs  by  outsourc¬ 
ing  much  of  what  was  done  at  the  $7.5 
billion  packaging  manufacturer.  “I  was 
absolutely  convinced  of  it,”  recalls  Burdiss. 

Still,  Burdiss  knew  the  issue  deserved  some 
study,  and  the  prospect  of  outsourcing  took 
“seven  months  out  of  my  life,”  he  says.  The 
main  lesson  he  learned?  Don’t  believe  the 
outsourcers  when  they  say  that  you  can  save 
money  by  outsourcing  everything.  In 
Smurfit’s  case,  selectively  outsourcing  PC  and 
some  legacy  applica-  Continued  on  Page  76 


Michael  Palmer  faced  an  extreme  situation 
last  year,  not  unlike  many  CIO  100  honorees. 
The  COO  (and  former  CIO)  of  Allied  Office 
Products  had  to  slash  his  IT  budget  by  39 
percent.  But  his  solution  was  as  radical  as  the 
circumstances  he  was  in;  he  decided  to  bring 
in-house  nearly  all  of  what  the  $280  million 
office  products  supplier  had  been  outsourc¬ 
ing.  It  seemed  like  a  crazy  move.  Palmer  didn’t 
have  much  of  an  IT  staff  to  begin  with — 32 
staffers  to  support  780  employees — and  he 
had  to  lay  off  six  of  them  last  year. 
In  addition,  his  remaining  employees  didn’t 
have  the  skills  necessary  to  support  bringing 
both  hardware  monitoring  and  maintenance 
and  application  development  and  mainte¬ 
nance  in-house.  Continued  on  Page  76 
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Jim  Burdiss, 

CIO,  Smurfit-Stone 
Container 
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U  I  O  W  U  r\  \*/  L.  Continued  from  Page  75 
tion  maintenance  proved  to  be  the  most  cost-effective  choices. 

Burdiss  first  examined  what  his  staffing  levels  should  be.  If 
Smurfit’s  IT  department  was  understaffed  and  still  supporting 
service-level  requirements,  sending  work  to  an  outsourcer  would  be 
insane.  He  brought  in  EDS,  which  did  nothing  more  than  gather 
information  for  its  eventual  pitch.  But  being  a  former  outsourcing 
guy,  he  gave  it  another  go.  In  addition  to  hav- 
>  ing  EDS  back  in,  he  invited  CSC  and  IBM 
Rll  Global  Services  in,  opened  his  books  and 

asked  them  to  tear  them  apart.  “I  said,  I 
want  you  guys  to  come  back  and  be  very, 
very  honest  with  me  about  what  you  can 
help  us  with,”  Burdiss  remembers.  “Can  you 
imagine  what  their  answer  was?  Everything.” 
Burdiss  developed  his  own  process  to 
determine  what  to  outsource.  Most  surprising  to  Burdiss:  Smurfit 
was  already  providing  six  of  the  eight  IT  services  he  examined  at 
below  market  price  and  above  average  service  levels.  Thus,  he  kept 
them  in-house.  Here’s  the  basis  for  an  outsourcing  strategy. 

Find  out  what  your  staffing  levels  should  be.  Conduct  an  IT 
operational  analysis,  comparing  yourself  to  your  peers  (in 
terms  of  IT  complexity,  not  industry).  This  will  help  you 
figure  out  how  many  full-time  employees,  or  FTEs,  you 
need.  Burdiss  found  that  he  was  actually  112  FTEs  shy  of  the 
average  for  his  peer  group. 

Baseline  your  costs.  You’ll  be  able  to  compare  prices  not 
just  among  outsourcing  providers  but  between  you  and 
them.  After  going  through  this  process,  Burdiss  out¬ 
sourced  the  maintenance  of  some  legacy  applications, 
one  of  the  areas  where  Smurfit  couldn’t  beat  the  going  rate. 

Determine  what  your  service-level  requirements  are. 
“This  is  the  hidden  factor,”  says  Burdiss.  IBM  may  be 
giving  you  costs  based  on  a  95  percent  service  level  when 
you’ve  been  providing  something  closer  to  100  percent 
(which  will  cost  much  more  from  IBM).  If  you  don’t  have  internal 
service-level  agreements,  take  this  opportunity  to  put  them  in  place. 

Calculate  the  risk.  Once  you  outsource  something,  it  can 
be  very  difficult  to  bring  it  back  in.  So  consider  all  the 
, potential  pitfalls,  not  just  the  predicted  cost  savings. 
While  Burdiss  outsourced  some  legacy  system  mainte¬ 
nance  for  cost  reasons,  he  knew  that  arrangement  would  improve 
morale  by  allowing  his  employees  to  work  on  the  new  SAP  system. 

Revisit  outsourcing  decisions  often.  Prices,  skill  require¬ 
ments  and  service  needs  change  over  time.  Burdiss  uses 
metrics  to  track  outsourced  and  insourced  costs,  and 
service  levels,  checking  them  on  a  quarterly  basis.  ■ 
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Michael  Palmer, 
COO,  Allied  Office 
Products 


Nevertheless,  Palmer  calculated  that  he  could  cut  the  $24,000-a- 
month  hardware  monitoring  and  maintenance  costs  by  two-thirds 
and  save  several  hundred  thousand  dollars  on  development  by  bring¬ 
ing  them  in.  To  do  that,  though,  he  knew  he 
either  had  to  introduce  new  skills  and  mind¬ 
sets  to  his  staff  or  bring  in  new  employees 
who  already  had  them.  The  former  failed  in 
the  case  of  two  senior  IT  executives  who  were 
unwilling  to  adapt  to  new  business  processes. 
Palmer  had  to  let  them  go,  he  says,  but  “the 
economy  made  available  a  lot  of  good,  tal¬ 
ented  people  at  reasonable  prices.”  Palmer 
actually  added  three  positions  on  the  development  side. 

Today,  Palmer  still  does  some  outsourcing — a  legacy  system 
upgrade  and  support  for  a  CRM  application.  But  thanks  to 
insourcing  85  percent  of  the  IT  work,  he’s  now  saving  nearly 
$500,000  a  year.  Here’s  a  guide  for  making  insourcing  decisions. 

ITake  a  good  look  at  your  existing  outsourcing  relationship. 
If  your  organization  remained  involved  in  the  day-to-day 
outsourced  activities  (as  Palmer’s  did),  it  will  be  much 
easier  to  re-insource.  If  not,  you  may  want  to  get  more 
intimately  engaged  before  deciding  to  pull  the  plug. 

2  Baseline  your  costs.  Palmer  looked  at  his  internal  costs 
and  projections  before  deciding  what  to  bring  in-house. 
He  determined  what  development  and  maintenance 
would  cost  in  an  insourced  environment,  but  he  also 
considered  the  value  of  time.  In-house  development  is  completed 
more  quickly  because  employees  have  a  better  understanding  of 
the  company. 

3  Figure  out  additional  resource  needs.  Palmer  sat  down 
with  the  senior  vice  president  of  IT  and  determined  that 
he  would  have  to  hire  a  database  analyst  and  two 
senior  programmers  or  analysts  for  the  website.  Even 
with  additional  staff,  Allied  now  saves  nearly  $200,000  a  year 
on  hardware  maintenance  and  monitoring,  and  $275,000  a  year 
on  new  development. 

4  Communicate  with  employees.  Some  may  not  be  on  board 
with  the  requirements  of  a  new  insourced  environment. 
Palmer  reviewed  each  employee  individually,  told  him 
what  skills  he  would  need  and  gave  him  the  choice  of 
retraining  or  having  several  months  to  find  a  new  position.  Most 
embraced  the  new  opportunities,  but  two  IT  executives  departed. 

5  Give  yourself  a  cushion  of  outsourcing/insourcing  overlap. 
No  matter  how  prepared  your  staff  is,  it  will  take  time 
to  get  up  to  speed.  Palmer  had  parallel  teams  working 
for  three  months  before  bringing  everything  in-house.  ■ 
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We’ve  always  made  your  applications  reliable.  Now  we  make  them  faster,  too 
VERITAS  acquired  Precise  Software,  the  leader  in  application  performance 


veritas.com 


VERITAS 


This  little  book  is  free. 

It  could  save  you  millions. 

Outsourcing  is  a  big  deal.  How  you  structure  your  outsourcing  agreement 
will  determine  its  success  or  failure.  But  doing  it  right  isn’t  easy.  This  little 
book  from  Gartner  tells  you  how  to  build  a  durable  deal  that  could  save 
you  a  lot  of  time  and  money. 

The  cost  is  zero.  Not  a  bad  deal. 

For  your  free  copy  and  to  learn  more  about  outsourcing, 
just  call  +1  203  316  1111  or  go  to  gartner.com/outsourcing. 


Outsourcing 


©  2003  Gartner,  Inc.  and/or  its  affiliates.  All  rights  reserved. 
Gartner  is  a  registered  trademark  of  Gartner,  Inc.  or  its  affiliates. 


Gartner. 


IN  THIS  STORY 

*  KUTZTOWN  UNIVERSITY 
OF  PENNSYLVANIA 

*  PORT  AUTHORITY  OF 
ALLEGHENY  COUNTY 

*  UNIVERSITY  OF  PITTSBURGH 
MEDICAL  CENTER 

*  VIRGINIA  DEPARTMENT  OF 
CORRECTIONS 
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Partnering  is  a  worthy  goal  but  difficult  to 
achieve.  Here’s  how  some  CIO  100  honorees 
developed  effective  partnerships. 


JUST  LIKE  HOTHOUSE  YOGA,  DOMESTIC  VACATIONS  AND 

$2  bottles  of  cabernet  (from  Charles  Shaw  vineyards  in  California, 
affectionately  called  “two-buck  Chuck”),  partnering  is  all  the  rage. 

Looking  past  the  hype,  however,  it’s  easy  to  understand  why 
partnering  is  a  trend  that  deserves  its  favorable  press.  “Everybody’s 
looking  for  growth  and  cost  savings,”  says  Larraine  Segil, 
cofounder  and  partner  of  The  Lared  Group,  which  specializes  in 
strategic  alliances.  “When  doing  the  two  things  simultaneously, 
partnering  is  an  excellent  vehicle.”  It’s  also  a  resourceful  vehicle — 
by  going  it  alone,  many  companies  miss  out  on  the  synergies  that 
partnerships  can  generate.  For  example,  they  can  help  organiza¬ 
tions  gain  expertise  in  areas  that  aren’t  their  core  competencies, 
help  large  companies  gain  the  entrepreneurial  skills  offered  by  a 
startup,  and  allow  a  startup  to  expand  its  distribution  or  gain  the 
marketing  power  of  the  larger  partner.  On  a  global  scale,  partner¬ 
ing  is  often  a  necessity  to  break  into  new  markets. 

However,  few  companies  attempt  or  successfully  manage  part¬ 
nerships.  Segil  cites  research  from  the  California  Institute  of  Tech¬ 
nology,  where  she  teaches  an  executive  education  alliance  program, 
that  shows  an  eye-opening  60  percent  of  companies  fail  in  their 
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partnerships.  So  yes,  alliances  are  good,  but 
they’re  awfully  hard  to  do  (for  more  on  why, 
see  “Building  Alliances  That  Stick,”  this 
page). 

Some  of  our  Resourceful  100  honorees 
have  gathered  the  right  mix  of  ingredients 
to  cook  up  successful  partnerships.  Kutz- 
town  University  of  Pennsylvania  is  one  of 
14  schools  in  the  state  system  that  has 
implemented  a  shared  ERP  system;  the  CIO 
of  the  Virginia  Department  of  Corrections 
participates  in  a  tight,  informal  network  of 
CIOs  from  the  state’s  public  safety  agencies; 
and  the  University  of  Pittsburgh  Medical 
Center  (UPMC)  hosts  risk  management  soft¬ 
ware  for  the  Port  Authority  of  Allegheny 
County  (Pennsylvania),  a  benefit  for  both 
organizations.  At  a  time  when  cash-strapped 
CIOs  are  forced  to  do  more  with  less,  these 
winners  are  partnering  to  leverage  scarce 
resources  and  save  money. 

FINDING  COMMON 
GROUND 

An  alliance  between  a  university  and  a 
county  port  authority  seems,  at  first  glance, 
to  be  a  rather  odd  pairing.  In  the  case  of  the 
Port  Authority  of  Allegheny  County,  which 
encompasses  the  greater  Pittsburgh  area,  and 
Carnegie  Mellon  University  (CMU),  a  phone 
dialogue  system  brought  the  two  together. 

The  Language  Technologies  Institute  at 
CMU  received  a  $650,000  grant  from  the 
National  Science  Foundation  Universal 
Access  Foundation  to  study  the  use  of  phone 
dialogue  systems  by  elderly  and  nonnative 
speakers.  The  university’s  goal  is  to  build  a 
system  that  recognizes  the  requests  from 
those  callers  and  can  automatically  provide 
scheduling  information  to  them.  The  Insti¬ 
tute  contacted  the  Port  Authority,  which  was 
a  ready  source  of  data  because  many  of  its 
callers  are  from  those  populations.  The  Port 
Authority  records  calls  from  customers  ask¬ 
ing  for  scheduling  information,  then  sends 
the  recordings  as  wave  files  to  CMU,  where 
they’re  analyzed.  In  return,  CMU  is  building 
a  customer  information  system  for  the  Port 


Authority  that  will  improve  its  service  to  the 
elderly  and  nonnative  speakers  (many  of 
whom  don’t  own  computers  and  therefore 
can’t  access  scheduling  information  online, 
says  Port  Authority  CTO  Maureen  Bertocci) 
and  will  be  available  24/7 — a  huge  improve¬ 
ment  since  workers  currently  staff  the 
phones  six  days  a  week  and  not  at  night. 

The  Port  Authority  also,  coincidentally, 
partners  with  another  CIO  100  honoree  (and 
academic  institution),  the  University  of  Pitts¬ 
burgh  Medical  Center.  The  Port  Authority, 
which  manually  processed  claims,  started  to 
look  at  software  to  automate  the  process. 
UPMC  stepped  forward  and  offered  to  host 
risk  management  software  for  the  Port 
Authority.  It’s  a  win-win,  says  Dominic 
Talotta,  director  of  support  services  and  sys¬ 
tems  development  at  the  Port  Authority. 
“They  host  and  are  responsible  for  the  soft¬ 
ware  and  upgrades  and  do  it  at  a  much 
cheaper  rate  than  we  ever  could  have  done,” 
he  says.  UPMC  CIO  Dan  S.  Drawbaugh 
says,  “We  benefit  because  there  is  revenue 
that  comes  in  to  support  our  existing  system.” 
A  service-level  agreement  (SLA)  covers  areas 
such  as  support  services  and  upgrades. 

According  to  Bertocci,  maintaining  the 
partnership  has  been  a  breeze,  with  no  chal¬ 
lenges.  The  key,  she  says,  “is  the  absolute 
trust  factor  that  you’re  both  working 
toward  a  goal  that  benefits  both  of  you.” 

SHARING  SYSTEMS 

In  the  late  1990s,  the  Pennsylvania  State  Sys¬ 
tem  of  Higher  Education  faced  a  problem — 
individual  schools  were  coming  to  the 
System’s  Board  of  Governors  asking  for 
money  to  improve  their  administrative  IT 
systems.  Kutztown  University,  in  fact,  was 
ready  to  go  out  on  its  own  to  purchase  an 
ERP  system.  After  looking  at  three  models — 
each  using  a  standalone  system,  all  sharing  a 
common  application  that  is  implemented 
individually,  or  all  sharing  a  common,  single 
system — the  board  of  governors  chose  the 
last  option. 

At  that  point,  the  board  knew  that  a  part- 


A  partnership  guru  provides 
some  pointers  on  developing 
lasting  relationships 


Larraine  Segil,  cofounder  of 

The  Lared  Group,  which  spe¬ 
cializes  in  strategic  alliances, 
says  there  are  many  different  kinds  of 
partner  relationships,  including 
licensing,  distribution,  comarketing 
and  outsourcing.  She  cites  Starbucks 
as  a  company  that  seems  to  have  a 
bottomless  cup  of  alliance  expertise. 
Its  Frappacino  coffee  drink,  which 
grocery  stores  sell,  blends  Pepsi's 
expertise  in  bottling  with  Starbucks’ 
coffee  know-how;  it  also  joined  forces 
with  Dreyer’s  Grand  Ice  Cream. 

But  it's  not  difficult  to  find  any 
number  of  partnerships  that  fall  flat 
on  their  faces.  One  obstacle  is  that 
you  don’t  control  the  behavior  of 
your  partner.  Another  is  lack  of  met¬ 
rics.  According  to  research  at  the 
California  Institute  of  Technology, 
where  Segil  teaches  an  executive 
education  alliance  program,  60  per¬ 
cent  of  companies  fail  in  their  part¬ 
nerships,  and  of  those,  half  have  no 
idea  how  to  measure  the  value  of 
their  partnerships. 

Segil  offers  the  following  five  tips 
to  building  effective  partnerships. 

1.  Define  a  set  of  metrics  that  you  and 
your  partner  can  agree  on. 

2.  Manage  the  compatability 
challenge. 

3.  Get  commitment  to  the  alliance 
from  senior  leadership. 

4.  Ensure  a  level  of  flexibility. 

5.  Prioritize  projects.  -T.D. 
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What  does  it  take  to  turn  an  obstacle  into  a  benchmark 
victory?  Most  executives  answer  "Vision." 

A  powerful  enterprise  project  management 
solution  can  deliver  dashboard  visibility  into 
all  of  your  projects:  giving  you  the  power  and 
the  wisdom  to  align  projects  with  business 
strategy  and  mitigate  risk. 

ENTERPRISE  PROJECT 
MANAGEMENT 
Vision.  Focus.  Insight. 

With  proven  enterprise  project 
management  solutions  from  Primavera, 
executives,  managers  and  all  team 
members  have  valuable  insights  into 
performance  and  resource  priorities  at 
every  stage  of  the  project  life  cycle. 

Primavera  provides  the  clearest  real¬ 
time  project  portfolio  management  and 
analysis  solutions  ever  developed.  Now 
you  can  have  the  vision  to  see  what's  coming, 
the  focus  to  ensure  accountability,  and  the 
insight  to  analyze  your  R.O.I. 

With  Primavera,  you  can  have 
the  20/20  foresight  necessary  to 
bring  your  business  strategies— 
and  your  company's  success- 
into  sharp  focus. 


ACHIEVING 

your 

VISION: 
Aligning  VI 

Investment 

with  Business 
Strategy 


OUR  KNOWLEDGE 
IS  YOUR  POWER. 


Get  your  FREE  copy  of  "Achieving  Your  Vision: 

Aligning  IT  Investment  with  Business  Strategy."  Learn  how 
to  integrate  the  most  effective  project  management  system  ever 
developed  with  this  compilation  of  dynamic  theory  and  real-life 
practical  applications  as  reported  by  industry  experts. 

Sharpen  your  competitive  edge  now  at 

www.primavera.com/vision 


<£> 


PRIMAVERA 

project  management  software  for  business  success 


Vision 

Critical 
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nership  among  the  schools — which  compete 
in  terms  of  faculty  and  students — would  be 
critical  to  the  success  of  the  venture.  First,  a 
committee  of  roughly  100  people,  repre¬ 
senting  the  IT  and  finance  functions,  was 
formed  to  look  at  various  products.  Even¬ 
tually,  it  chose  an  SAP  system,  which 
included  Unisys  as  an  implementation  part- 


council,  made  up  of  representatives  from  the 
campuses,  that  makes  decisions  regarding 
functionality  and  standards;  each  campus 
has  an  implementation  team  for  each  mod¬ 
ule  headed  by  a  local  senior  business  execu¬ 
tive.  For  example,  at  Kutztown  University, 
the  associate  vice  president  for  finance  and 
administration  leads  the  finance  module 


out  a  bevy  of  issues.  For  example,  the  proj¬ 
ect  required  that  all  universities  agree  on  a 
common  calendar  (semester  start  and  end 
dates)  and  on  a  single  financial  chart  of 
accounts.  He  also  points  out  that  because  all 
the  schools  are  at  different  points  in  the  tech¬ 
nology  evolution,  they  had  to  make  sure 
there  was  some  consistency  among  desktops 


To  get  partnerships  to  work,  you  have  to  create  a  vision  that’s  appealing  and 
satisfies  the  needs  of  all.  The  vision  has  to  be  trustworthy,  you  have  to  have 
buy-in,  and  people  need  to  think  it's  achievable. 

-KHALIL  YAZDI,  I.T.  VICE  CHANCELLOR  FOR  THE  PENNSYLVANIA  STATE  SYSTEM  OF  HIGHER  EDUCATION 


ner.  A  central  group  known  as  Sytec  (Sys¬ 
tem  Technology  Consortium)  was  formed 
to  coordinate  the  planning  and  implemen¬ 
tation  process.  Each  campus  loaned  execu¬ 
tives  to  participate  in  the  centralized  group, 
which  was  critical  to  getting  buy-in  from  the 
institutions.  University  presidents  compose 
the  executive  board;  CIOs  meet  monthly  to 
discuss  operational  matters. 

The  universities  formalized  the  agreement 
(at  a  cost  of  $100  million  over  10  years)  and 
decided  to  phase  in  the  14  universities,  as 
well  as  the  various  SAP  modules,  over  time. 
Each  functional  module  has  an  advisory 


Codevelop  a  brand  or  product  with 
another  company 


Codevelop  a  system  with  a  supplier, 
customer  or  company  in  your  industry 


implementation  team.  “That  was  a  critical 
decision  in  order  to  ensure  that  the  entire 
university  recognizes  that  this  is  not  per¬ 
ceived  as  an  IT-owned  project,  but  rather  a 
project  being  spearheaded  by  the  functional 
area,”  says  Richard  S.  Zera,  vice  president  of 
information  technology  of  Kutztown. 

In  terms  of  cost-sharing,  capital  and 
operating  costs  are  allocated  to  the  univer¬ 
sities  on  a  prorated  basis,  based  on  the  size 
of  the  institution. 

A  number  of  factors  contribute  to  the  suc¬ 
cess  of  the  partnership.  “The  primary  key  to 
this  was  we  had  a  board  mandate  and  sys¬ 
temwide  vision  and  sense  of  direction,”  says 
Khalil  Yazdi,  CEO  of  Sytec  and  IT  vice  chan¬ 
cellor  for  the  Pennsylvania  State  System  of 
Higher  Education.  “When  you  have  individ¬ 
ual  entities  trying  to  work  together,  they  tend 
to  want  to  be  more  autonomous.  The  board 
held  its  ground;  [there  was]  sponsorship  and 
leadership  from  the  top.”  They  also  built  in 
flexibility  so  that  the  schools  weren’t  strait- 
jacketed  by  centralized  decisions. 

Forming  the  partnership  hasn’t  been 
obstacle-free.  Zera  notes  that  many  of  the 
discussions  that  led  to  agreements  between 
the  state  system  and  the  campuses  were  tense 
and  difficult,  as  would  be  expected  when  14 
partners  (and  the  state  system)  need  to  work 


in  terms  of  having  reasonably  current  oper¬ 
ating  systems  and  standard  versions  of 
browsers.  Yazdi  adds  that  the  project  leaders 
also  worked  very  hard  to  develop  trust  and 
deliver  on  the  vision.  “To  get  partnerships  to 
work,  you  have  to  create  a  vision  that’s 
appealing  and  satisfies  the  needs  of  all,”  he 
says.  “The  vision  has  to  be  trustworthy,  you 
have  to  have  buy-in,  and  people  need  to 
think  it’s  achievable.” 


SHARING 

RESOURCES 

In  the  cases  of  the  Port  Authority  of  Allegheny 
County,  the  University  of  Pittsburgh  Med¬ 
ical  Center  and  the  Pennsylvania  schools’ 
ERP  initiative,  technology  was  the  dog  wag¬ 
ging  the  partnership  tail.  For  the  public 
safety  CIOs  of  Virginia,  the  tail  wagged  the 
pooch — they  began  binding  as  a  group  first, 
then  used  their  newly  found  friendships  to 
collaborate  on  technology  projects. 

The  impetus  for  the  alliance  came  from 
John  Marshall,  the  secretary  of  public 
safety,  who  heads  a  secretariat  made  up  of 
10  agencies  and  seven  CIOs.  Marshall 
asked  Twyla  Garrett  (former  secretariat  IT 
program  manager  and  now  president  of 
Investment  Management  Enterprise,  a  tech- 
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Digital  Document 
Security  and  IT: 
Everything  you 
need  to  know. 

Q#  What  are  the  most  significant 
•  digital  copier  security  issues? 

A#  Various  copier  print  controllers 
•  are  actually  servers  that  queue 
and  permanently  store  multiple 
document  files,  providing  administrator 
access  to  the  documents.  At  a 
minimum,  most  digital  copiers  retain 
the  last  document  processed;  some 
even  retain  multiple  documents 
totaling  hundreds  of  pages.  Others 
redirect  print  jobs  when  the  printer  is 
busy  or  jammed,  making  "denial  of 
service"  attacks  possible. 

Q#  How  does  Sharp  protect  the 
•  network  interface? 

A#  The  Sharp  Ethernet  card  allows 
•  administrators  to  restrict  access 
and  disable  unnecessary  protocols. 
With  this  network  card,  the  Sharp 
digital  copier  is  essentially  protected 
by  its  own  firewall. 

Q#  How  can  you  be  sure  that 
•  security  products  actually 
perform  as  claimed? 

A#  The  Common  Criteria  program 
•  — administered  by  the  U.S. 
National  Security  Agency  and  the 
National  Institute  of  Standards  and 
Technology — evaluates  security 
solutions.  Products  that  are  validated 
under  the  program  meet  security  levels 
consistent  with  ISO  1 5408  methodology. 

Q#  How  can  Sharp  improve  IT 
•  security? 

A#  Sharp  offers  print  privacy 
•  solutions  designed  to  restrict 
unauthorized  personnel  from  seeing 
confidential  materials.  Copier  access 
can  be  controlled  and  monitored, 
while  documents  retained  in  printer/ 
copier/scanner/fax  memory  are 
immediately  cleared  to  eliminate 
unauthorized  access. 
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nology  consultancy)  to  pull  together  the 
agency  CIOs  to  discuss  the  $800  million  in 
IT  projects  that  were  budgeted  for  public 
safety  two  years  ago.  He  also  wanted  to 
find  out  how  they  could  leverage  their 
resources.  That  was  a  progressive  move — 
government  traditionally  has  been  a  bastion 
of  independent  agency  silos  with  little  incli¬ 
nation  to  collaborate.  Virginia’s  public 
safety  agencies,  up  to  that  point,  were  no 
different.  “We  didn’t  know  each  other  at 
first,”  says  Dee  Pisciella,  CIO  of  the  Vir- 


For  Pisciella,  communication  and  trust 
have  been  critical  to  the  partnership’s  suc¬ 
cess.  “A  lot  of  people  in  other  agencies  come 
and  ask  us  how  we  do  it,”  she  says.  Pisciella 
tells  them  they  first  must  establish  relation¬ 
ships,  then  set  rules  and  guidelines  up  front 
by  communicating  openly  and  being  critical 
when  necessary.  Setting  up  ground  rules  and 
meeting  with  each  other  is  the  best  way  to 
overcome  trust  issues,  she  says.  The  CIOs 
do  have  memorandums  of  understanding 
and  SLAs  when  they  share  resources,  but 


Everybody’s  looking  for  growth  and  cost  savings. 
When  doing  the  two  things  simultaneously,  part¬ 
nering  is  an  excellent  vehicle. 

-LARRAINE  SEGIL,  COFOUNDER  OF  THE  LARED  GROUP 


ginia  Department  of  Corrections,  the  state’s 
largest  agency.  “Everybody  was  running 
projects  differently,”  says  Garrett. 

The  group  began  meeting  every  couple  of 
weeks  and  currently  meets  monthly.  One  of 
its  first  efforts  was  bringing  people  from  the 
agencies  together  for  a  21 -day  project  man¬ 
agement  academy  to  develop  consistency  in 
managing  projects.  Another  was  standardiz¬ 
ing  information-sharing  across  the  agencies. 
Consolidation  efforts  included  having  the 
Department  of  Fire  Programs  and  the 
Department  of  Correctional  Education  share 
server  space.  To  deal  with  budget  cuts,  CIOs 
now  use  each  other  to  independently  verify 
agency  projects  instead  of  hiring  outside  con¬ 
sultants.  In  another  cost-savings  effort,  the 
Department  of  Corrections  developed  an 
application  for  mandated  IT  security  training 
for  the  13,000  Department  of  Corrections 
employees  by  utilizing  in-house  resources. 
Hiring  an  outside  consultant  could  have  cost 
$40,000  to  set  up  the  system  and  approxi¬ 
mately  $3  per  person  annually  to  use  it.  The 
code  from  that  security  training  was  then 
offered  for  free  to  all  public  safety  agencies 
for  their  mandated  training. 


the  effectiveness  of  the  group  is  really  based 
on  the  informal  network  they’ve  developed; 
why  spend  money  on  a  consultant  when 
you  can  pick  up  the  phone  and  call  a  peer 
for  free  advice? 

Pisciella  also  advises  other  government 
leaders  to  look  for  opportunities  to  consoli¬ 
date  resources.  And  even  though  you  may 
be  used  to  running  your  own  shop,  a  better 
solution  may  be  running  your  shop  out  of 
another  agency.  “You  have  to  leave  your  ego 
at  the  door  and  reinvent  the  way  govern¬ 
ment  does  business,”  she  says. 

A  little  initiative  doesn’t  hurt  either.  “They 
didn’t  make  us  do  it,”  says  Pat  Wilson,  CIO 
of  the  Department  of  Correctional  Educa¬ 
tion,  referring  to  the  CIO  group.  “We 
thought  it  was  a  good  idea.”  E3E1 


Senior  Editor  Todd  Datz  would  like  to  hear  your  part¬ 
nership  stories.  He  can  be  reached  at  tdatz@cio.com. 
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THE  RESOURCEFUL  100  |  QUALITY  METHODOLOGY 


*  J.P.  MORGAN  CHASE  &  CO. 

*  RAYTHEON  AIRCRAFT  CO. 

*  SEAGATE  TECHNOLOGY LLC 


Once  confined  to  manufacturing  groups,  the  quality 
improvement  program  called  Six  Sigma  is  now  being 
used  to  clean  up  IT’s  act 


BY  EDWARD  PREWITT 


SIX  SIGMA,  AS  MOST  PEOPLE  IN  THE  BUSINESS  WORLD 

gram  and  toolkit  for  improving  quality  in 
manufacturing  processes.  Originated  by 
Motorola  in  the  late  1980s,  the  Six  Sigma 
methodology  aims  to  reduce  variations  in  a 
process — in  other  words,  defects.  The  term 
sigma  refers  to  standard  deviations  from  an 
ideal  level  of  operation;  put  simply,  each 
level  of  sigma  allows  fewer  defects  than  the 
preceding  level.  If  a  company  manages  to 
get  up  to  six  sigma,  that’s  a  mere  3.4  defects 
per  million  outputs. 

How  nice  for  those  on  the  shop  floors  of 
the  world,  you  say.  Now  back  to  IT  busi¬ 
ness.  But  it  so  happens  that  a  few  resource¬ 
ful  CIOs  are  applying  Six  Sigma  methods  to 
the  functioning  of  their  IT  departments. 
Among  CIO  100  honorees,  Raytheon  Air¬ 
craft’s  IT  department  has  used  Six  Sigma  to 
improve  claims  processing  and  save  the 


HAVE  HEARD  BY  NOW,  IS  A  PRO- 

company  $13  million.  IT  staffers  at  J.R 
Morgan  Chase  have  applied  the  methodol¬ 
ogy  to  standardize  the  company’s  processes 
and  measure  the  impact  of  technology  pro¬ 
grams.  And  Seagate  Technology’s  CIO  has 
sent  most  of  his  IT  employees  to  Six  Sigma 
training  in  an  effort  to  change  the  depart¬ 
ment’s  approach  to  problem  solving. 

“Six  Sigma  is  about  taking  your  IT  organ¬ 
ization  and  getting  it  under  control,”  says 
Mark  A.  Brewer,  senior  vice  president  and 
CIO  of  computer  manufacturer  Seagate 
Technology.  Brewer  says  that  Six  Sigma 
methods  work  as  well  in  reducing  errors 
across  IT  operations  as  they  do  in  manufac¬ 
turing  processes — because  IT  operations  are 
a  kind  of  factory,  with  inputs,  desired  out¬ 
puts  and  parameters  that  must  be  controlled. 
“If  I  view  IT  operations  as  a  factory,  then 
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Six  Sigma  applies  immediately.  I  have  a  fac¬ 
tory,  it’s  just  data  centers,  networks,  servers, 
VPN,  help  desks  and  so  on,”  he  says. 

Seagate’s  IT  department  booked  direct 
savings  from  Six  Sigma  analyses  of  $3.7  mil¬ 
lion  during  the  previous  fiscal  year.  Since 
instituting  Six  Sigma  two  years  ago,  the  IT 
department  has  saved  $4.5  million  overall. 
(The  company  as  a  whole  reports  saving 
more  than  $956  million  from  Six  Sigma 


since  adopting  the  methodology  five  years 
ago.)  Brewer  talked  with  Senior  Editor 
Edward  Prewitt  about  how  he  came  to  Six 
Sigma,  why  it’s  a  methodology  that 
resourceful  IT  departments  should  consider 
and  how  Seagate  IT  applies  it. 

CIO:  When  did  you  adopt  Six  Sigma? 

MARK  BREWER:  About  five  years  ago,  we 
recognized  we  wanted  a  transformational 


Seagate  Technology  CIO  MARK  BREWER  says  using  the  Six  Sigma  quality  improvement  process 
has  given  him  better  control  over  the  IT  organization. 
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kind  of  change  throughout  the  company  [in 
response  to  production  problems  and  low¬ 
ered  PC  demand  that  led  to  a  $530  million 
loss  in  1998].  We  went  out  and  looked  at 
what  other  companies  were  doing  to 
improve  their  processes.  Companies  that  had 
Six  Sigma  seemed  to  have  something  differ¬ 
ent;  it  wasn’t  just  slogans  and  feel-good 
Quality  Circles.  It  was  heavy-duty  statistical 
analysis  of  problems  and  a  way  to  attack 
them.  I  went  to  engineering  school  for  eight 
years  and  learned  lots  of  things,  but  nowhere 
did  I  learn  this  kind  of  methodology  for  solv¬ 
ing  problems. 

The  IT  organization  was  not  on  the  front 
burner  of  this  in  Seagate.  We  felt  the  value 
was  greater  in  manufacturing,  so  that  was 
where  the  initial  focus  was.  A  couple  of 
years  ago,  I  stomped  on  the  gas.  I  went  to 
[Six  Sigma]  training  myself  for  four  weeks. 
Now  every  one  of  the  [50  director-level  staff] 
or  above  has  gone  through  four  weeks  of 
training  to  become  brown  belts  or  black 
belts  [the  top  two  levels  of  Six  Sigma  quali¬ 
fication]. 

What  made  you  think  that  IT  could  benefit 
from  Six  Sigma? 

Well,  I  didn’t  see  a  lot  of  IT  organizations 
adopting  this.  We  looked  around.  But  a  cou¬ 
ple  of  things  turned  the  corner  for  us.  I  got 
the  training,  and  it  opened  my  eyes.  And 
several  of  us  realized  there’s  no  reason  you 
can’t  apply  Six  Sigma  to  an  IT  organization. 

I’ll  give  you  an  example.  Say  our  server 
resides  in  the  United  States,  and  the  response 
time  in  Asia  is  very  poor.  The  first  response 
everyone  has  is,  It’s  a  bandwidth  problem. 
That’s  very  expensive  to  deal  with.  But  we 
went  and  measured — we  looked  at  several 
servers  around  the  world  and  measured  how 
fast  their  response  times  were.  We  found 
variability  in  response  time  in  servers  that 
had  nothing  to  do  with  bandwidth.  We  were 
able  to  do  a  kind  of  tune-up  that  brought 
the  response  time  way  down.  We  didn’t  buy 
bandwidth  or  software;  it  didn’t  cost  me 
anything.  That  was  not  the  conclusion  any¬ 
one  thought  of  up  front,  but  by  doing  the 

Continued  on  Page  92 
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Continued  from  Page  88 

measurement  and  analysis  phase,  we  found 

the  root  problem. 

Another  example:  All  of  the  key  things 
important  to  us  are  now  measured  in  con¬ 
trol  charts.  We  measure  how  long  it  takes 
e-mail  to  go  out,  hit  a  Hotmail  account  and 
come  hack.  Number  one,  you  can  tell  if  the 
process  is  under  control.  Number  two,  you 
can  tell  what  the  system  is  capable  of.  Con¬ 
trol  charts  let  you  focus  on  things  that  are 
truly  different.  Any  system  is  going  to  have 
variations  over  time.  You  shouldn’t  bother 
trying  to  fix  things  that  [fall  within]  nor¬ 
mal  [operating  parameters].  Historically, 
we’ve  just  focused  on  downtime — you 
know,  when  the  system  goes  down,  you 
run  and  fix  it.  Now,  when  we’re  talking 
about  downtime  or  uptime,  everything  is 
measured  statistically,  so  we  have  a  basis 
for  comparison. 

Does  Six  Sigma  require  a  cultural  change 
within  an  organization? 

It’s  absolutely  a  cultural  change.  It  has  to  be 
top-down;  the  top  guys  have  to  be  fanatical 
about  it.  It’s  not  a  book  you  go  read.  You 
learn  to  approach  problems  with  a  rigorous 
methodology  instead  of  shooting  from  the 
hip — which  is  the  IT  methodology,  tradition¬ 
ally.  When  IT  workers  get  in  a  new  situation, 
they  fall  back  on  what  happened  before. 

Can  Six  Sigma  be  successfully  applied 
within  IT  only,  even  if  other  parts  of  a 
company  aren’t  using  it? 

If  the  CIO  is  fanatical  about  it  himself,  he 
can  make  it  happen.  It  just  requires  a  com¬ 
mitment.  There’s  a  commitment  to  train — 
that  takes  time  and  money.  The  CIO  has  got 
to  be  involved  with  the  adoption. 

You’ve  talked  about  how  Six  Sigma  can  be 
used  to  improve  IT  processes.  Can  IT  use 
Six  Sigma  to  help  the  business? 

A  big  part  of  what  we  use  Six  Sigma  for  is 
business-focused.  We  have  about  a  50-50 
split  in  Six  Sigma  projects  between  the  oper¬ 
ations  area,  which  is  things  like  reducing 
downtime  and  failures,  and  business-focused 


Track  all  of  your  option  parameters 

Train  your  development  staff  in  prob¬ 
lem  solving  and  adopt  quality  control  as 
your  mantra 


THEN  TRY  THIS 


Steal  a  quality  improvement  program 
m  from  the  business  side 

- ; - j 

Institute  a  strictly  controlled  method 

of  tracking  development  errors 
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projects.  [The  latter  are]  things  like  invoic¬ 
ing — are  we  processing  fast  enough?  Typi¬ 
cally  IT  staff  will  be  part  of  a  team  trying 
to  improve  a  business  process. 

A  really  good  project  was  in  [a  factory 
in]  Thailand.  [The  amount  of  leftover] 
scrap  from  a  critical  manufacturing  process 
was  too  high,  so  a  black  belt  from  IT  was 
assigned  to  work  the  problem.  Data  files 
were  taking  too  long  to  transfer  to  another 
system  for  analysis.  The  delay  resulted  in 
further  delays  in  detecting  control  prob¬ 
lems,  which  would  then  delay  corrective 
actions.  When  the  project  began,  it  was 
not  clear  at  all  that  the  transfer  time  was 
the  reason  for  the  control  problem.  By 
applying  the  Six  Sigma  methods  to  this 
problem,  the  root  cause  was  found  and 
appropriate  tuning  was  done  to  the  net¬ 
work  and  file  server  [lowering  process  time 
from  19  minutes  to  five].  We  saved  $1  mil¬ 
lion  right  there. 

What’s  next  for  Six  Sigma  within  Seagate  IT? 

We’re  being  a  lot  more  rigorous  with  main¬ 
tenance  contracts.  We  got  a  team  together, 
analyzed  what  was  needed  and  defined  what 
maintenance  level  we  wanted.  That  saved 
$1.5  million  right  there.  We’re  applying  the 
same  process  now  to  all  of  our  contracts, 
like  outsourced  services  and  hardware  and 
software  contracts.  We  just  inventoried  all 
of  our  contracts  and  licensing  agreements 
around  the  world.  That  was  a  task  because 


they  weren’t  centralized.  You  could  argue 
that  we  were  out  of  control,  but  the  truth  is 
we  hadn’t  even  considered  control. 

We’re  now  looking  at  telecommunica¬ 
tions  contracts.  There’s  a  lot  to  work 
through;  they’re  so  complicated. 

How  are  IT  staffers  trained  in  Six  Sigma? 

We  began  with  a  third  party  and  took  it  over 
over  time,  which  was  part  of  the  agreement. 
We  have  master  black  belts  teaching  classes. 
There  are  three  versions  of  training:  opera¬ 
tions,  which  uses  examples  from  manufac¬ 
turing;  transactional,  with  examples  from 
finance  and  purchasing;  and  blended,  [which 
is  a  combination  of  the  two].  The  only  differ¬ 
ence  is  the  examples.  My  opinion  is  it  doesn’t 
matter. 

How  did  your  staff  respond  to  Six  Sigma 
training  initially? 

It’s  the  whole  issue  of  doing  things  a  differ¬ 
ent  way.  Nobody  left  because  of  Six  Sigma. 
Eventually  you  get  excited,  you  say,  It’ll  help 
me  do  my  job.  IT  people  have  a  pretty  pow¬ 
erful  thing  on  their  resume  with  Six  Sigma. 

When  you  think  about  it,  though,  there’s 
probably  nothing  in  Six  Sigma  that’s  really 
different.  You’ve  heard  all  of  this  stuff 
before  if  you’re  in  a  manufacturing  com¬ 
pany — control  charts,  Pareto  charts,  voice 
of  the  customer.  But  Six  Sigma  is  a  method¬ 
ology,  a  way  of  looking  at  things.  Once  you 
turn  the  corner  and  realize  IT  operations 
are  just  a  kind  of  factory,  it’s  like  a  light 
turning  on. 

We’re  by  no  means  the  greatest  IT  organ¬ 
ization — we  have  tons  of  things  to  work  on. 
But  Six  Sigma  is  clearly  making  a  difference. 
You  can  feel  it  here.  E3E1 


Tell  Senior  Editor  Edward  Prewitt  your  Six  Sigma 
stories  at  eprewitt@cio.com. 


Learn  More  About  Six  Sigma 


It's  not  just  about  getting  the  manufacturing 
floor  under  control,  it's  about  your  IT  depart¬ 
ment  too.  To  find  the  list  of  SIX  SIGMA  BOOKS 
recommended  by  CIO  100  honorees,  go  to 

www.cio.com/ciolOO 

cio.com 
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Do  you  know  how  your  IT  investments  measure  up?  The 
Balanced  Scorecard  offers  a  way  for  a  company  to  gain  a 
wider  perspective  on  its  strategic  decisions  by  considering 
the  impact  from  four  vantage  points— financial,  customer 
satisfaction,  internal  processes,  and  growth  and  learning. 
Turn  to  the  CIO  FOCUS™  on  THE  BALANCED  SCORE- 


CIO  FOCUS™ 

IT  Cost  Control:  Smarter  Spending 
Strategies  for  Tight  Times 

The  ERP  Life  Cycle:  Planning, 


CARD— actionable  information  created,  filtered  and  pack¬ 
aged  by  the  award-winning  editors  of  CIO  magazine. 


Execution  and  Post-Implementation 


Fundamentals  of  Enterprise  IT 


CIO  FOCUS™  is  delivered  right  to  your  desktop,  giving  you 
immediate  access  to  the  information  you  need.  And  for 
your  future  reference  needs,  the  electronic  file  is  followed 
by  a  packaged  version,  shipped  within  72  hours.  Available 
now  at  an  introductory  price. 


STRATEGIC  GUIDES  FOR  EXECUTIVE  DECISION  MAKING 


True  Leadership:  Developing  and 
Leveraging  the  Skills  to  Captain  IT 

Fundamentals  of  the  CIO  Role 


The  Resource 
for  Information 
Executives 


FOR  EXECUTIVE  DECISION-SUPPORT  TOOLS,  VISIT  THE  CIO  STORE-THE  CIO'S  KNOWLEDGE  MARKETPLACE 

www.TheCIOStore.com 
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A  Cold  Look  at  Hot  Trends 


Herein 
Body  Only 


You  don't  have  to  do  anything  to  retain  employees 
when  they  have  nowhere  to  go.  But  doing  nothing 
now  will  lead  to  problems  tomorrow. 


BY  MEGAN  SANTOSUS 


AS  CIO,  YOU’VE  PROBABLY  NOTICED  some  disturbing  behaviors  of 
late  among  your  IT  staff.  Employees  you’ve  known  for  their 
loyal,  dependable  service  are  absent  from  work  more  often  than 
ever  before.  On  those  days  when  they  do  manage  to  show  up, 
these  same  employees — also  formerly  valued  for  their  punctual¬ 
ity — are  frequently  tardy.  While  at  work,  their  enthusiasm  is  not 
what  it  once  was.  Their  adherence  to  project  deadlines  is  slipping. 

Such  behavior  is  certainly  symptomatic  of  stress,  which  is  on  the 
rise  among  IT  departments  everywhere  (see  “Staff  Alert”  at 
ivww.cio.com/printlinks).  But  it  could  also  be  a  sign  of  something 
more  insidious,  something  Roger  Herman,  CEO  of  management 
consultancy  The  Herman  Group,  calls  warm-chair  attrition. 

In  essence,  employees  suffering  from  warm-chair  attrition 
have  already  left  their  jobs,  at  least  mentally.  Their  physical 
departure  only  awaits  the  first  uptick  in  the  job  market.  How 
can  you  tell  if  your  department  is  afflicted  by  warm-chair  attri¬ 
tion  as  opposed  to  stress?  Herman  says  a  tell-tale  sign  is  a 
marked  increase  in  personal  phone  conversations. 

Herman  cites  several  surveys  that  indicate  that  30  percent  to 
40  percent  of  today’s  employees  focus  on  their  next  job  rather 


than  the  one  they  currently  have.  That  means  they  are  spend¬ 
ing  much  of  their  time  at  work  looking  for  their  next  oppor¬ 
tunity  rather  than  doing  what  you’re  paying  them  for. 

For  CIOs  whose  IT  departments  are  so  afflicted,  the  long¬ 
term  prognosis  isn’t  good.  Sure,  with  IT  employment  stagnant, 
there  aren’t  a  whole  lot  of  options  available  for  your  database 
analysts,  network  administrators,  software  developers  or  help 
desk  personnel.  But  when  the  tide  does  turn — and  the  only 
debate  today  seems  to  be  over  the  issue  of  when,  not  if — the 
result  will  be  a  mass  exodus.  And  it  won’t  be  the  laggards  who 
leave.  For  those  IT  departments  that  have  already  suffered  lay¬ 
offs,  most  of  the  laggards  are  already  long  gone;  those  that 
remain  most  likely  wear  their  inertia  like  a  badge  of  honor. 
No,  the  first  people  out  the  door  will  be  the  folks  with  the 
most  options — the  best  employees  in  your  organization.  Just  as 
the  work  increases,  just  as  you  ramp  up  to  meet  the  challenge 
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ILLUSTRATION  BY  JENNIFER  HERBERT 


PHYSICIANS  TAKE  THE 

HIPPOCRATIC  OATH. 

JUDGES  TAKE  A 
CONSTITUTIONAL  OATH. 

WHAT  ABOUT 
SOFTWARE  MAKERS? 


As  the  world’s  leading  provider  of  business  application 
software,  we  have  an  enormous  responsibility  to  you,  our 
customers.  After  all,  you’ve  entrusted  your  business’s  future  to 
our  products  —  and  our  reputation.  So  we’d  like  to  take  a  few 
moments  to  define  our  commitment  to  you.  It’s  not  exactly  an 
oath.  But  for  us,  it’s  written  in  stone. 

SOFTWARE  THAT  WORKS 

We  don’t  rush  SAP*1  solutions  into  the  marketplace.  They’re 
engineered  for  stability  and  reliability,  then  tested  and  retested 
to  ensure  it.  Which  makes  them  the  perfect  choice  for  mission- 
critical  business  processes. 

Altogether,  we  spend  more  than  $1  billion  a  year  on  re¬ 
search  and  development.  Think  of  it  as  an  investment  in  your 
peace  of  mind. 

OPTIONS  THAT  PROTECT  YOUR  INVESTMENT 

We’re  constantly  looking  for  new  ways  to  help  you  reduce 
costs  and  limit  your  financial  risk. 

Here’s  one  way:  our  breakthrough  open  technology 
platform,  SAP  NetWeaver  ”  It  enables  you  to  make  use  of  your 
existing  software  investments,  plus  choose  any  software  you 
want  in  the  future  —  SAP  or  non-SAP.  The  result:  significantly 
lower  integration  costs,  as  well  as  lower  total  cost  of  ownership. 
SOLUTIONS  THAT  FIT  YOUR  BUSINESS 

What  does  a  small  pharmaceutical  manufacturer  have  in 
common  with  a  huge  financial  services  company?  Frankly,  not 
a  lot.  Which  is  why  we  offer  customized  solutions  for  23  differ¬ 
ent  industries,  as  well  as  solutions  scaled  specifically  for  small 
and  midsize  businesses.  After  all,  you  want  solutions  that  fit, 
not  almost  fit. 


SERVICE  THAT'S  SECOND  TO  NONE 

Even  the  best  software  is  useless  without  top-notch 
support.  So  we’ll  always  stand  behind  you.  In  fact,  130,000 
consultants  will  be  behind  you.  It’s  called  the  SAP  Customer 
Services  Network. 

They  can  help  you  strategically  plan  for,  implement, 
operate,  and  continually  improve  solutions.  Their  goal  is  to 
maximize  your  return  on  investment  and  help  you  realize 
your  objectives  faster  than  ever. 

A  PROMISE  THAT  WE  LL  BE  HERE 

We’ve  been  in  business  for  over  31  years.  Today,  29,000  of 
our  employees  are  servicing  19,600  customers  in  120  countries.  As 
you  can  probably  deduce  from  those  numbers,  we’re  committed 
to  being  your  trusted  partner  for  the  long  term.  Evidently,  that 
commitment  has  not  gone  unnoticed.  As  BusinessWeek  Online 
recently  commented:  “In  a  world  where  being  safe  is  sexy, 
SAP  may  be  the  biggest  eye-catcher  on  the  block.” 

FEEL  LIKE  TALKING? 

Lately,  there’s  been  a  lot  of  turmoil  in  our  industry. 
Hopefully,  you  haven’t  been  affected. 

But  if  you  are,  you  should  know  that  you  have  an  alter¬ 
native:  a  company  whose  main  priority  is  its  customers’  needs; 
a  company  that  places  the  utmost  importance  on  relationships; 
a  company  that  will  be  here  for  you. 

If  you’d  like  to  talk  to  that  company,  call  us  at  1  800  940 1727 
or  visit  sap.com/commitment 


THE  BEST-RUN  BUSINESSES  RUN  SAP 
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Reality  Bytes 


of  an  expanding  market,  just  when  you  really  need  their  expert¬ 
ise,  they’ll  be  beating  a  path  to  the  door.  That’s  why  CIOs  need 
to  be  proactive  by  addressing  warm-chair  attrition  head-on. 

Why  They  Want  to  Leave 

When  the  economy  was  booming,  retaining  good  employees 
was  a  real  headache.  All  those  perks  and  bonuses  to  dole  out, 
and  still  employees  left  for  greener  pastures.  Now  that  the  econ¬ 
omy  stinks,  opportunities  for  moving  on  are  relatively  scarce. 
You  no  longer  have  to  tax  your  imagination  or  dip  into  your 
company’s  coffers  to  come  up  with  carrots  to  keep  your  peo¬ 
ple  at  their  posts.  Yet  retaining  good  people  should  still  be 
among  your  top  concerns. 


Everyone  knows  the  economy’s  in  the  tank  and 
that  most  companies  aren’t  living  high  off  the  hog 
anymore.  What  employees  want  to  know  is  why 
they  should  keep  showing  up  to  work  each  day. 


The  first  steps  to  giving  retention  issues  their  due  are 

1.  Acknowledge  that  your  IT  department  has  a  problem;  and 

2.  Realize  that  much  of  that  problem  has  to  do  with  your  lead¬ 
ership.  A  staff  beset  by  warm-chair  attrition  is  a  staff  that  has 
little  sense  of  its  contribution  to  the  organization  or  faith  in  its 
future  role.  It’s  the  job  of  the  CIO,  not  the  HR  department,  to 
address  both  of  those  issues  directly. 

What  You  Can  Do  to  Keep  Them 

The  good  news  for  CIOs  is  that  taking  the  pulse  of  your  staff  is 
a  matter  of  common  sense  not  rocket  science.  One  method 
Herman  suggests  is  to  poll  your  IT  department  as  if  you’re  con¬ 
ducting  an  internal  focus  group.  Ask  your  employees  what  they 
like  about  their  jobs,  what  they  need  in  terms  of  training,  men¬ 
toring  and  the  like  that  they  aren’t  getting,  and  where  they 
envision  their  careers  going.  There  should  be  no  repercussions 
for  honesty,  no  matter  how  brutal.  To  avoid  turning  the  exercise 
into  one  big  gripe  session,  encourage  employees  to  suggest  solu¬ 
tions  to  the  issues  they  bring  to  light.  As  Herman  points  out, 

employees  are  more  sup¬ 


Learn  More  About  Boosting  Morale 


Zurich  Financial  Services  CIO  Cecilia  Claudio 
says  that  investing  in  staff  can  be  the  most 
important  investment  a  business  can  make. 
Read  FOCUS  ON  PEOPLE,  NOT  TECHNOLOGY, 
IN  LEAN  TIMES  to  find  out  more.  Go  to 
www.cio.com/printlinks, 

cio.com 


portive  of  initiatives  that 
they  help  create. 

Long-term  employees 
may  need  a  bit  more  care 
and  feeding.  Rather  than  a 
focus  group  approach,  CIOs 
need  to  put  veterans  through 


a  reorientation  process.  With  retirement  funds  decimated,  being 
completely  vested  in  a  stock  plan  is  not  much  of  a  motivating 
factor  to  stick  around  anymore.  In  addition,  the  corporate  mission 
may  have  changed  markedly  since  they  first  joined,  and  no  one  has 
bothered  to  let  them  in  on  where  the  company’s  going  and  why 
they  should  stick  around  to  help  it  get  there. 

The  general  principle  behind  both  internal  focus  groups  and 
reorientation  is  the  same.  Think  of  them  as  PR  efforts  aimed  to 
win  back  the  hearts  and  minds  of  your  employees. 

Another  approach  in  the  same  vein  is  to  reach  out  to  other 
departments.  This  only  works  for  CIOs  who  don’t  operate  in 
a  vacuum,  and  ideally  every  CIO  should  fit  in  that  category.  The 
premise:  Build  relationships  with  other  departments  in  the 

organization  so  that  you  can  establish 
your  IT  employees  as  a  resource  to 
which  they  can  easily  turn.  Again,  this 
can  be  another  exercise  in  internal  PR, 
but  one  that  should  focus  on  how  the  IT 
group  helps  customers  throughout  the 
organization.  This  combats  that  sinking 
feeling  among  IT  folks  that  no  one  out¬ 
side  their  department  knows  or  cares 
about  what  they  do.  It  also  gives  your 
IT  people  insight  into  how  their  work  helps  the  company 
achieve  its  strategy.  That,  in  turn,  can  generate  motivation. 

Above  all,  says  Herman,  CIOs  with  a  warm-chair  attri¬ 
tion  problem  need  to  avoid  the  temptation  to  appease  their 
workforce  with  platitudes  or  a  “pity  poor  us,  ain’t  it  awful” 
kind  of  message.  Everyone  knows  the  economy’s  in  the  tank 
and  that  most  companies  aren’t  living  high  off  the  hog  any¬ 
more.  What  employees  want  to  know  is  why  they  should 
keep  showing  up  to  work  each  day.  Is  the  company  actively 
looking  to  emerge  from  tough  times,  or  is  it  content  to  remain 
as  stagnant  as  most  employees’  real  wages?  That’s  the  issue 
CIOs  need  to  address. 

A  lot  of  the  stuff  CIOs  need  to  do  to  combat  warm-chair 
attrition  falls  into  the  touchy-feely  category  of  assuaging  fears 
and  untangling  uncertainties,  something  some  CIOs  are  not 
too  comfortable  doing.  But  they’ll  have  to  get  comfortable  real 
quick  unless  they  want  to  get  blindsided  by  a  flurry  of  resig¬ 
nations  when  the  business  outlook  does  pick  up. 

Even  in  down  times,  you  need  to  work  to  keep  your  employ¬ 
ees  around,  if  not  literally,  then  at  least  figuratively.  As  a  CIO, 
you  don’t  want  your  employees  to  stay  with  you  simply  because 
they’ve  got  nowhere  else  to  go.  HPl 


Opinion  and  Knowledge  Management  Editor  Megan 
Santosus  writes  frequently  on  staffing  issues.  If  you 
have  any  ideas  about  how  to  combat  warm-chair  attri¬ 
tion,  she’d  be  glad  to  hear  them  at  santosus@cio.com. 
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Spacious  corner 

redefined. 


Business  is  no  longer  confined  by 
four  walls.  Today,  people  need  to  access 
and  exchange  information  -  anytime,  anywhere.  Thanks  to  Siemens 
Next  Generation  Internet  solutions,  they  can.  From  cellular  phones  to 
business  communication  systems  to  optical  networks,  we  provide  the 
tools  that  make  Mobile  Business  a  reality.  As  a  leader  in  everything 
from  information  and  communications,  to  healthcare  to  industry  and 
automation,  Siemens  is  in  a  unique  position  to  make  all  our  lives  better. 
When  you  have  450,000  minds  working  together  all  around  the  globe, 
including  75,000  right  here  in  the  U.S.,  innovative  solutions  emerge. 
And  that’s  what  it  takes  to  change  the  world. 
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Global  network  of  innovation 
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Career  Counsel 

Expert  Advice  to  Aspiring  CIOs  and  IT  Managers 


Facing  Change 

Difficult  times  demand  that  difficult 
transformations  be  made  creatively 

Q:  I  was  laid  off  from  an  IT  position  almost  one  year  ago.  My 
unemployment  insurance  has  run  out,  and  I  am  being  forced 
to  take  a  low-level  job  that  is  not  in  IT.  Do  you  think  this  will 
hurt  my  IT  career? 

A:  Taking  a  job  outside  of  IT  can  be  risky  unless  it  is  in  another 
business  function  that  will  teach  you  valuable  skills.  If  the  posi¬ 
tion  is  in  planning,  finance,  marketing  or  sales,  this  can  only 
enhance  your  overall  business  knowledge.  If  it  is  really  just  a 
way  to  make  a  living,  then  do  it  and  keep  your  resume  out 
there  with  good  recruiters  and  keep  up  your  networking.  Obvi¬ 
ously  this  is  a  difficult  economic  period,  but  hopefully  your 
off-track  job  will  be  only  an  interim  step.  Most  employers  will 
respect  that  you  did  what  you  did  to  pay  the  bills.  This  might 
be  a  good  time  to  take  some  business  or  IT  courses  that 
enhance  your  value  as  an  IT  professional. 

A  ROAD  LESS  TAKEN? 

Q:  I  am  a  CIO/CTO-level  executive.  I  came  out  of  a  corporate 
environment  and  went  to  a  dotcom  in  2000.  The  dotcom  lost 
its  funding,  and  less  than  a  year  after  I  joined  it,  I  was  offered  a 
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new  CIO/CTO  role  at  another  dotcom,  which  I  accepted.  Now 
almost  two  years  later,  I  find  my  job  tedious  and  boring,  as  the 
big  challenge  of  bringing  this  dotcom  to  market  is  over  and  our 
maintenance  and  continued  development  is  somewhat  ham¬ 
pered  by  economic  conditions  and  slower  than  expected  mar¬ 
ket  conversion.  I  have  therefore  been  thinking  about  either 
finding  another  job  or  getting  an  MBA.  Rather  than  looking  like 
I  lack  commitment  by  jumping  from  one  role  to  another  in  a 
short  space  of  time,  I’m  inclined  to  do  the  second  option.  I  am 
35  years  old.  When  is  it  too  late  to  get  an  MBA?  Is  there 
another  way  to  avoid  a  career-killer  situation  such  as  this? 

A:  I  think  getting  an  MBA  is  a  valuable  effort,  and  one  is  never  too 
old  to  become  more  educated.  At  your  age  and  stage  in  career 
development,  this  is  an  excellent  time.  You  seem  to  imply  want¬ 
ing  to  go  to  school  full  time.  That  would  be  quite  a  luxury.  Why 
not  go  part  time,  nights  or  weekends?  I  know  it  takes  longer,  but 


ILLUSTRATION  BY  RICCARDO  STAMPATORI 


DON'T  MAKE  ME  TELL  YOU  AGAIN  - 

ONLINE  MEETINGS  FROM  WEBEX 

They’re  efficient,  effortless,  and  germ-free! 


<  • 

- 

■"‘“'j-ii-i-i - 1 

1  Profits 

Iiiii 

/  I 

jjj 

gf/wi 

#41 

0!  02  03 

webex 

THE  NEW  RINGY  DINGY 


Online  meetings  from  WebEx  let  you  cut  travel  costs,  boost  sales  and  massively  increase 
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it’s  also  good  to  stay  employed  and  fresh  in  the  job  market. 

I,  too,  share  your  concern  about  hopping  to  another  job.  Is 
there  a  way  for  you  to  lessen  your  boredom  at  your  current 
employer?  Can  you  offer  to  take  on  a  project  or  some  additional 
responsibility  beyond  your  area  of  expertise?  Is  it  possible  for 
you  to  lend  a  hand  with  a  customer  management  effort?  If  you 
want  to  broaden  your  experience  by  getting  an  MBA,  why  not 
try  with  your  current  employer  to  broaden  your  experience  base? 

If  you  feel  you  must  make  a  job  change,  however,  perhaps  it  is 
time  to  consider  more  established  companies  with  growing  prod¬ 
uct  lines.  While  no  company  is  guaranteed  to  be  stable,  at  least  the 

Fortune  500  companies  tend 


Have  a  Career  Question? 


Visit  the  online  CAREER  COUNSELOR  at 

www.cio.com/counselor  to  pose  your  own 
questions  to  the  career  experts. 

cio.com 


to  offer  more  experiences 
than  those  of  small  dotcoms. 
Another  option  is  to  con¬ 
sider  joining  a  consulting  or 
professional  services  com¬ 
pany.  Whatever  you  do, 
think  long  and  hard  about  your  overall  professional  goals  and 
try  to  find  a  job  opportunity  that  will  keep  your  interest  and  offer 
you  continuity  for  the  next  three  to  five  years.  You  don’t  want  to 
tarnish  a  good  reputation  by  being  perceived  as  a  job-hopper. 


SHORT  BUT  SWEET 

Q:  The  company  I  work  for  was  acquired  this  year,  and  I  plan 
to  leave  after  the  integration.  This  is  my  first  CIO  role,  and  I 
have  been  at  this  post  for  about  a  year.  How  will  prospective 
employers  view  my  short  but  effective  stint  as  CIO? 

A:  Employers  will  look  at  what  you  have  accomplished  as  a 
CIO  and  will  also  consider  what  you  were  doing  prior  to  the 
role.  Given  your  limited  experience  and  the  soft  market  today, 
don’t  become  fixated  on  seeking  only  CIO  positions.  Concen¬ 
trate  on  finding  a  position  that  enables  you  to  continue  your 
career  growth  and  exposes  you  to  new  challenges.  For  example, 
if  you  do  not  yet  have  global  experience,  apply  to  international 
companies  to  gain  exposure  with  projects  that  require  travel 
and  allow  you  to  work  with  a  diverse  workforce.  There  is  a 
strong  demand  for  CIOs  who  have  multicultural  experiences. 


TAKE  THE  LEAD 

Q:  I  work  for  a  manufacturing  company  as  an  IT  manager  with 
a  small,  motivated  team  of  six  people.  My  responsibilities 
include  managing  technology  systems  and  maintaining  and 
developing  the  ERP  systems.  I  have  been  asked  to  show  more 
“leadership”  in  my  position  and  would  welcome  any  ideas  on 
how  to  grow  in  this  area. 

A:  First,  find  out  from  your  boss  and  some  of  the  business 
managers  what  their  goals  and  objectives  are.  Does  your  com¬ 
pany  have  an  IT  plan  that  supports  the  business  strategy?  If  it 
does,  determine  whether  you  directly  support  the  goals  of  your 


company.  If  not,  begin  a  process  to  facilitate  such  an  endeavor. 

Find  out  whether  your  boss  wants  you  to  broaden  your  skills  in 
order  for  you  to  contribute  to  more  areas  of  the  company.  Fook  for 
opportunities  that  involve  e-business  initiatives,  streamlining  costs, 
or  issues  with  vendors  that  need  to  be  resolved  or  improved. 

I  strongly  suggest  you  discuss  with  your  boss  her  views  of 
what  defines  good  leadership.  For  example,  leaders  tend  to  have 
a  vision  of  where  they  need  to  go,  and  that  translates  into  ener¬ 
getic  selling  skills  that  attract  others  to  achieve  common  goals. 

A  good  reference  on  leadership  attributes  is  Stephen  Covey’s 
book  The  7  Habits  of  Highly  Effective  People.  There  are  good 
leadership  courses  and  seminars  available  through  the  American 
Management  Association  ( www.amanet.org )  and  the  Society  for 
Information  Management  (www.simnet.org).  [Editor’s  note:  See 
the  Feadership  and  CIO  Executive  Research  Centers  for  resources; 
go  to  www.cio.com/leadership  and  www.cio.com/executive .] 

GETTING  THE  RIGHT  COACH 

Q:  I  am  currently  conducting  research  to  find  a  reputable 
career  coach.  Can  you  offer  tips  on  recommended  search  cri¬ 
teria,  cost  structure  and  time  lines?  I  am  interested  in  reevalu¬ 
ating  my  skill  set  and  career  path. 

A:  The  best  way  to  find  a  coach  is  through  word  of  mouth. 
Coaching  accreditation  is  still  in  the  infancy  stage,  and  to  date, 
there  is  no  recognized  accreditation  program. 

However,  the  International  Coach  Federation  (www.coach 
federation.org)  is  trying  to  become  a  governing  body  and  may 
offer  a  place  to  start.  Most  important,  try  to  find  a  coach  who  has 
relevant  business  background  and  real-life  experiences  that  enable 
him  to  relate  to  you  and  your  goals. 

A  few  other  options:  Contact  major  outplacement  companies 
that  employ  executive  coaches.  Although  those  organizations 
usually  work  with  a  corporation  and  not  with  an  individual, 
they  often  hire  “contractor”  executive  coaches  who  are  available 
to  individuals.  The  cost  varies  but  can  be  in  the  range  of  $100 
to  $250  per  hour.  You  could  also  contact  the  HR  departments 
of  a  few  major  companies  in  your  area.  Ask  whether  they  uti¬ 
lize  the  services  of  executive  coaches,  and  if  they  do,  ask  if  they 
would  be  willing  to  give  you  the  name  of  the  coach  or  company. 

As  for  a  time  line,  the  length  of  an  engagement  depends  on 
what  the  individual  wants  and  needs.  Often  executive  coaching 
lasts  for  at  least  three  months,  but  I  know  some  executives  who 
have  had  ongoing  coaching  for  a  year  or  more.  BTP1 


Beverly  Lieberman  is  president  of  Halbrecht  Lieberman  Associates,  an 
internationally  recognized  executive  search  company  that  provides 
retained  executive  search  services  across  multiple  industries  while 
specializing  in  IT.  The  Web-based  Executive  Career  Counselor  column 
is  edited  by  Director  of  Online  Research  Kathleen  Kotwica.  She  can  be 
reached  at  kkotwica@cio.com. 
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We  see  management  At  NetlQ,  we  don't  see  a  problem.  Only  solutions, 

a  little  differently  Managing  your  Windows  server  environment  is  easier 

from  the  other  guys.  than  ever  with  Microsoft  Operations  Manager.  And, 

as  a  key  Microsoft  partner,  NetlQ  extends  Microsoft 
Operations  Manager  to  manage  and  secure  your 
entire  enterprise,  whether  you're  driving  UNIX, 
NetWare,  Linux,  Windows. ..or  all  of  them.  NetlQ. 
We're  the  management  people.  And  nobody  does 
management  smarter.  Nobody. 


W 


CIO  eBook!  Get  your  free  copy  of  From  Chaos  to  Control: 
The  CIO's  Executive  Guide  to  Managing  and  Securing 
the  Enterprise,  www.netiq.com/manageability. 
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Work  Smarter, 


©Copyright  2003  NetlQ  Corporation.  All  rights  reserved.  Net  IQ  and  the  NetlQ  logo  are  registered  trademarks  of  the  NetlQ  Corporation. 
All  other  names  and  products  mentioned  herein  may  be  the  registered  trademarks  of  their  respective  companies. 


Dell  PowerEdge™  6650  4P  servers  are 
powered  by  InteP  Xeon™  processors. 


Want  the  full  value  of  migrating  to  Linux? 
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Dell  PowerEdge'"  6650  4P  Server  and  Sun  Fire  V480  4P  Server 


Dell  j  Enterprise 

Last  year,  Dell  sold  more  Linux  servers  in  the  U.S.  than  any  other  server  vendor!  I 

And  here's  one  reason  why.  In  a  recent  Dell  test,  a  Dell/Oracle®  9//Linux  solution  running 
an  Intel®  Xeon"  processor-based  Dell  PowerEdge"  6650  4P  server  was  89%  faster  and 
56%  less  expensive  than  a  Sun  Fire  V480  4P  server  running  an  Oracle  9//Sun  Solaris 
solution.2  To  see  complete  test  results,  go  to  www.dell.com/migration20. 


There's  little,  if  any,  debate:  Migrating  from  UNIX  to  a  standards-based  solution  lowers ! 
cost  and  increases  flexibility.  Dell  gives  you  both  mind-bending  performance  and 
unparalleled  expertise,  all  at  a  great  value.  And  the  entire  solution  is  backed  by 
enterprise  level  24/7  service  and  support. 


The  migration  is  on.  Find  out  how  you  can  make  the  most  of  it  for  your  organization.  Call 
1-866-446-6215  or  go  to  the  Dell  UNIX  Migration  online  calculator 
at  www.dell.com/migration20  to  see  how  a  Dell  solution  can  lower  | 
your  migration  costs  and  help  simplify  the  transition. 


Click  www.dell.com/migration20  Call  1-866-446-6215 

toll  free 

Based  on  IDC  Quarterly  Server  Tracker,  June  2003.  Tests  by  Dell  in  January  2003  on  baseball  database.  Dell  configuration:  Dell  PowerEdge  6650  server  with  four  2.0  GHz  Xeon  MP  processors.  Red  Hat  Linux  Advanced  Server  2.1,  3  Year  Gold  Support. 
Price:  $19,681  (www.dell.com,  7/1/03).  Sun  configuration:  Sun  Fire  V480  server  with  four  900  MHz  UltraSPARC  III  processors,  Solaris  9  (12/02  version).  3  Year  Gold  Support.  Price:  $44,646  (www.sun.com,  7/1/03).  For  details  and  results,  see: 
www.dell.com/migration. 

Intel,  the  Intel  logo  and  Intel  Xeon  are  trademarks  or  registered  trademarks  of  Intel  Corporation  or  its  subsidiaries  in  the  United  States  and  other  countries.  Dell,  the  Dell  logo  and  PowerEdge  are  registered  trademarks  of  the  Dell  Computer  Corporation. 
©2003  Dell  Computer  Corporation.  All  rights  reserved. 
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A  Way  to  Give  Back 

SEVERAL  WEEKS  AGO  I  visited  prominent  CIOs  for  an  early  morning  breakfast  in  Seattle. 
My  mission:  Convince  them  that  the  city’s  public  school  infrastructure  needs  their  help.  Fast. 

Before  the  meeting,  the  CIOs  may  have  been  preoccupied  with  how  to  transform  their  busi¬ 
nesses  through  the  prudent  application  of  technology.  Yet  the  stats  I  shared  with  them  grabbed 
their  attention. 

In  the  Seattle  public  school  system,  there  are  55,000  users,  16,000  computers  and  20 — yes 
20 — support  staff.  Do  the  math.  That’s  one  support  person  for  every  800  computers — com¬ 
puters  that  are  becoming  older  and  more  outdated  with  each  passing  day. 

Seattle’s  numbers  are  somewhat  under  the  national  average:  A  public  school  has  one  tech 
support  person  for  every  500  computers. 

What’s  the  computer-to-staff  ratio  at  your  company?  In  business,  the  ratio  averages  50  com¬ 
puters  for  each  tech  support  person. 

Public  schools,  often  beholden  to  vanishing  state  budgets,  must  do  more  with  less,  like  many 
businesses.  For  schools,  technology  infrastructure  support  is  far  down  on  their  list  of  priorities. 

Here’s  where  you  can  help.  Tech  Corps  ( www.techcorps.org )  has  started  a  program  called 
Student  Tech  Corps.  The  program  is  designed  to  recruit  middle  and  high  school  students  to 
work  with  schools  in  creating  and  supplementing  tech  help  desks  that  will  ensure  their  infra¬ 
structure  keeps  running. 

A  key  component  of  the  program  is  its  local  focus.  Student  Tech  Corps  emphasizes  the 
grassroots  tech  support  needs  of  your  public  schools  within  your  community.  Some  schools 
need  help  with  broadband  and  Wi-Fi,  while  others  need  help  keeping  486  PCs  running. 

Keeping  tech  staff  morale  up  during  the  past  three  years  of  curtailed  spending  and  budget 
cuts  has  been  difficult.  But  having  your  business  sponsor  a  school  via  the  Student  Tech  Corps 
program  gives  you  and  your  staff  a  great  opportunity  to  give  back  and  train  the  next  gener¬ 
ation  of  technology  professionals.  Your  tech  staff  will  work  side-by-side  counseling  those  mid¬ 
dle  and  high  school  students  who  are  managing  real-time  help  desks. 

Inspired?  Interested  in  learning  more?  Drop  me  a  note  or  contact  Tech  Corps  Executive 
Director  Karen  Smith  at  ksmith@tecbcorps.org,  and  we’ll  get  you  started.  I  guarantee  that 
participation  will  make  you  feel  good. 


Visit  www.dell.com/migration20  and  go  to  the 
Dell  UNIX  Migration  online  calculator  for  a  free 
migration  assessment.  Dell  offers  a  host  of  end- 
to-end  migration  services,  including  those  for 
Oracle®  9/.  Call  1-866-446-6215  today  to  speak 
with  a  Dell  representative.  Together,  you  can 
assess  your  individual  needs  and  then  develop  a 
cost-effective  plan  for  UNIX  migration. 


Easy  as 


MU 


Call  1-866-446-6215 

toll  free 

Click  www.dell.com/migration20 
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Reaping  IT 

At  agribusiness  giant  Royster-Clark, 
Paarlberg  cultivates  innovation  one  , 

WHEN  IT  COMES  TO  the  business  of  agriculture, 
technological  innovation  doesn’t  exactly  sprout 
every  year.  Arguably,  the  biggest  high-tech  devel¬ 
opment  hit  the  industry  in  1892,  when  John 
Froelich  invented  a  machine  that  revolutionized 
farming,  replacing  hundreds  of  human  workers 


CIO  100  honoree,  Robert 
p  at  a  time  by  matt  villano 

with  a  gasoline-powered  mechanical  alternative. 
More  than  a  century  later,  Froelich’s  technology 
remains  the  focal  point  of  the  farming  industry. 
Its  name?  The  tractor. 

Perhaps  this  is  why  two  recent  IT  innovations 
at  agribusiness  giant  Royster-Clark,  a  CIO  100 


Royster-Clark. ..Electron  spin  storage.. .Gaining  control  of  e-mail 
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BEFORE  WE  PROTECT  YOUR  DATA 
WE  CUT  IT  DOWN  TO  SIZE. 

Announcing  an  entirely  new  way  to  deal  witk  tke 
ever-growing  proklem  of  feeding  servers  more  and  more 

V  V 

data,  tkus  requiring  more  and  more  servers.  v 

a  A 

Tke  solution,  if  we  do  say  so  ourselves, 
is  ratker  elegant:  A  patented  tecknology  tkat  runs  on  all  your 
PCs  to  automatically  capture,  reduce  and  protect  tke  data 
tkey  create.  We  re  talking  all  data,  email  arckives,  system 
state  and  PC  asset  info  across  your  entire  enterprise. 


Its  name,  Connected  DataProtector™  witk 
Email  Optimizer™  7.0.  It  avoids  duplicating 
any  file  and  saves  only  data  tkat  ckanges.  Wkick,  over 
time,  can  trim  your  storage  requirements  ky  up  to  50%! 

Use  our  servers  instead  of  yours  and  tke  dollar  savings 
can  kecome  downrigkt  kuge.  No  capital  investment,  virtually 
no  downtime,  and  predictakle,  scalakle  costs. 

if  your  data  storage  requirements  kave  grown  unwieldy, 

ca  11.  And  let  us  take  a  wkack  at  tkem. 

CONNECTED' 


800.934.0956  (toll  free,  North  America)  or  visit  www.connected.com/customers.  Over  500  organizations  are  now  covered  by  Connected.  These  include  Boeing, 
Cisco  Systems,  Citgo  Petroleum,  EMC,  Gap  Inc.,  Goodrich,  Hewlett-Packard,  Koch  Industries,  PeopleSoft,  Silicon  Graphics,  U.S.  Postal  Service  and  Verizon. 


©Connected  Corporation.  All  rights  reserved.  Connected.  Connected  DataProtector  and  Connected  EmailOptimizer  are  trademarks  of  Connected  Corporation. 


honoree,  are  so  impressive.  The  first,  a 
Web  services  application  designed  to  expe¬ 
dite  customer  credit  approval,  lets  the  com¬ 
pany  authorize  purchases  within  seconds, 
delivering  credit  decisions  in  minutes.  The 
second,  a  distributed  computing  method¬ 
ology  aiming  to  eventually  run  all  billing 
functions  overnight,  will  help  the  company 
avoid  a  million-dollar  hardware  upgrade 
that  would  take  months  to  employ. 

At  a  time  when  Royster-Clark’s  IT  budg¬ 
ets  were  shrinking  precipitously,  the  appli¬ 


- Emerging 

If  a  credit  manager  was  out,  forms 
could  sit  for  days.  If  a  credit  bureau 
needed  extra  time  to  review  an  applica¬ 
tion,  the  process  fell  behind  even  more. 
Meanwhile,  Paarlberg  says,  customers 
were  forced  to  wait  to  see  if  they  quali¬ 
fied  to  purchase  fertilizer  and  other  pricey 
agriculture  products  on  credit.  The  system 
needed  an  overhaul,  and  he  knew  he  was 
the  one  who  had  to  change  it.  “The  way 
we  used  to  run  this  process  was  down¬ 
right  awful,”  he  scoffs.  “Just  about  any¬ 


Two  months  and  $30,000  later, 
Royster-Clark  had  a  Web-based  system 
that  eliminates  paper  altogether. 


cations  cost  just  over  $30,000  combined. 
The  investments  enabled  the  company  to 
use  its  existing  IT  assets  more  effectively 
and  position  itself  for  growth.  The  endeav¬ 
ors  have  also  transformed  IT  at  the 
$900  million  company  from  a  reactive 
mishmash  of  staid  systems  to  a  vibrant  and 
dynamic  business  partner  that  tackles  prob¬ 
lems  head-on.  “For  a  company  in  [the 
agribusiness]  industry,  we’re  now  chewing 
on  some  pretty  serious  stuff,”  says  Robert 
L.  Paarlberg,  managing  director  of  IT  at 
the  Collinsville,  Ill.,  facility.  “From  our  per¬ 
spective,  this  is  the  only  way  to  get  ahead.” 

Better  Customer  Service 

The  first  of  these  efforts  began  in  early 
2001,  when  Royster-Clark  executives  gave 
Paarlberg  the  go-ahead  to  build  a  low-cost 
alternative  to  accelerating  the  customer 
credit  application  process  at  350  retail 
locations  across  the  country.  For  years, 
this  process  had  been  laboriously  slow, 
taking  about  two  weeks  between  applica¬ 
tion  and  credit-to-company  response.  Cus¬ 
tomers  applied  for  credit  using  paper 
forms  that  were  mailed  to  credit  man¬ 
agers,  faxed  to  one  of  two  credit  bureaus, 
faxed  back  to  credit  managers,  mailed  to 
headquarters,  entered  into  a  database  and 
finally  mailed  back  to  the  point  of  sale. 


thing  would  have  been  an  improvement, 
but  we  wanted  to  fix  things  right.” 

To  do  this,  Paarlberg  enlisted  the  help 
of  the  then-fledgling  Microsoft  Profes¬ 
sional  Services,  a  subsidiary  of  Microsoft 
dedicated  to  developing  the  company’s 
.Net  Web  services  applications.  Paarlberg 
and  Director  of  IT  Betty  Orr  met  with  a 
team  of  Microsoft  consultants  and  out¬ 
lined  the  inefficiencies  they  wanted  fixed. 
To  Royster-Clark’s  surprise,  the  consult¬ 
ants  agreed  to  foot  nearly  half  of  the 
$60,000  price  tag.  Microsoft  intended  to 
use  the  project  as  a  showcase,  and  Paarl¬ 
berg  wasn’t  about  to  resist.  Two  months 
and  $30,000  later,  Royster-Clark  had  a 
Web-based  system  that  eliminates  paper 
altogether;  it  evaluates  applicants  auto¬ 
matically  against  a  series  of  fixed  require¬ 
ments,  files  the  results  electronically  with 
a  credit  bureau  and  sends  a  response  to 
the  point  of  sale  within  seconds. 

Today,  many  customers  can  apply  for 
credit  and  minutes  later  walk  out  of  the 
store  with  as  many  bags  of  fertilizer  as 
they  need.  If  a  customer’s  application  fails 
to  meet  enough  of  the  system’s  require¬ 
ments,  the  point-of-sale  terminal  receives  a 
message  instructing  the  customer  to  con¬ 
tact  a  central  credit  manager  to  discuss 
other  options.  Paarlberg  and  Orr  tout  this 
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Pinpoint  Farming 

With  GPS,  fertilizing  crops  is  a 
field  of  dreams 

THE  BACK  OFFICE  isn’t  the  only 
place  Royster-Clark  is  innovating 
through  technology;  in  the  fields, 
the  company  is  implementing  a 
variety  of  other  emerging  technolo¬ 
gies  as  well.  The  most  complex  of 
these  is  a  series  of  applications 
that  make  up  an  effort  known  as 
Precision  Agriculture.  The  project 
uses  GPS  technology  to  pinpoint 
exactly  how  much  of  a  certain  kind 
of  fertilizer  to  drop  where. 

To  determine  this  equation, 
Royster-Clark  agronomists  take 
geo-referenced  soil  samples  from 
a  farm  and  send  them  to  a  labora¬ 
tory  for  analysis.  Once  lab  spe¬ 
cialists  identify  which  nutrients 
exist  in  the  soil,  the  data  is  corre¬ 
lated  with  soil  type  (sandy,  clay 
and  so  on)  into  a  database  that 
also  incorporates  the  type  of  crop 
a  farmer  plans  to  grow.  The  data¬ 
base  runs  an  algorithm  designed 
to  determine  which  fertilizer 
must  be  applied  to  achieve  opti¬ 
mum  yield.  This  information  is 
then  fed  remotely  into  a  GPS 
device  that  instructs  farmers  how 
to  feed  their  crops  for  maximum 
growth. 

Today,  Royster-Clark  has  nearly 
1  million  acres  of  land  involved  in 
some  form  of  precision  agricul¬ 
ture.  According  to  Managing  Direc¬ 
tor  of  IT  Robert  Paarlberg,  as  the 
company  obtains  soil  sample 
results,  yield  data  and  other  infor¬ 
mation,  it  compiles  those  figures 
into  a  database  to  make  future  fer¬ 
tilization  recommendations  even 
better. 

-M.V. 
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process  as  the  fastest  credit  review  and 
approval  program  in  the  business  and  say 
that  while  they  haven’t  quantified  cost 
savings  associated  with  the  program,  sim¬ 
ply  having  it  sets  Royster-Clark  apart. 

“This  is  a  huge  differentiator  in  the 
industry,”  says  Orr.  “The  payback  is  that 
it’s  nice  to  give  customers  those  credit 
limits  and  get  them  into  our  fold.” 

Laura  DiDio,  a  senior  analyst  who  cov¬ 
ers  application  infrastructure  and  software 
platforms  for  the  Yankee  Group,  agrees: 
“An  application  like  this  speeds  the  time  to 
market  and  automates  everything  securely,” 
she  says.  “This  is  a  leading-edge  applica¬ 
tion,  and  in  any  industry,  that’s  a  plus.” 

The  Grid  Plan 

Around  the  same  time  that  Orr  and  Paarl- 
berg  first  met  with  representatives  from 
Microsoft  .Net,  the  duo  was  thinking  up 
an  innovative  solution  to  another  IT  prob¬ 
lem — printing  billing  statements.  For  years, 
Royster-Clark  had  used  batch  processing, 
but  it  was  time-consuming  and  inefficient. 
Without  informing  any  of  his  colleagues 
on  the  business  side,  Paarlberg  set  out  to 


improve  this  process  on  his  own.  Today, 
though  the  company  isn’t  yet  employing 
the  solution,  his  methodology  incorporates 
cutting-edge  programming  and  the  com¬ 
pany’s  existing  assets  to  save  time  and 
money  without  sacrificing  quality. 

In  the  spring  of  2001,  company  execu¬ 
tives  announced  a  letter  of  intent  to 
acquire  competitor  Agro  South — a  move 
that  would  have  added  140  retail  loca¬ 
tions  and  40,000  new  customers.  Paarl¬ 
berg  and  Orr  understood  that  this  kind  of 
growth  would  have  put  monumental 
strains  on  the  existing  bill  statement  sys¬ 
tem,  an  archaic,  monthly  batch  process 
that  ran  on  a  Sun  Microsystems  server 


running  Solaris  and  Informix.  They  real¬ 
ized  something  had  to  be  done. 

The  duo  spent  weeks  evaluating  options. 
Finally  they  determined  that  the  neces¬ 
sary  upgrades  to  compute  nearly  150,000 
monthly  customer  statements  would 
require  a  new  server,  an  expanded  data¬ 
base  and  updated  ERP  tools.  When  the 
final  tally  for  this  option  surpassed  $1  mil¬ 
lion,  Paarlberg  and  Orr  returned  to  the 
drawing  board  and  emerged  with  a  dif¬ 
ferent  strategy.  This  second  plan  revolved 
around  grid  computing  and  outlined  a 
strategy  to  parse  out  parallel  computa¬ 
tions  to  405  different  Royster-Clark  com¬ 
puters  while  they  idled  at  night. 

“If  grid  computing  is  a  steak,  we  were 
set  to  do  a  hot  dog  version  of  it,”  Paarl¬ 
berg  jokes.  “It  was  just  a  way  for  us  to 
make  use  of  an  untapped  resource  to  max¬ 
imize  efficiency.” 

On  paper,  the  plan  was  almost  beauti¬ 
fully  simple.  Paarlberg,  who  was  educated 
as  a  programmer,  spent  two  weekends  at 
home  writing  a  Visual  Basic  application 
to  generate  complex  bill  statements  com¬ 
posed  of  headers,  line-item  invoice  details, 


discounts  and  appropriate  taxes.  The  pro¬ 
gram  would  run  as  an  executable  behind 
the  company  screen  saver;  when  a  screen 
saver  went  on,  the  application  would  kick 
in  and  search  directories  on  the  Sun  server 
for  files  designated  by  customer  numbers. 
Upon  finding  those  files,  the  program 
would  download  them,  collect  the  appro¬ 
priate  billing  information,  factor  in  addi¬ 
tional  fees  (late  charges,  discounts  and  so 
on),  generate  print  files,  rename  them  and 
return  them  to  the  same  directories  from 
which  they  came. 

Network  administrators  could  keep 
track  of  finished  print  files  by  referring  to 
the  file  name  itself — files  distinguished  by 


customer  numbers  still  needed  computa¬ 
tion,  while  files  with  names  did  not  and 
were  ready  for  printing.  The  plan  seemed 
flawless,  down  to  a  strategy  to  print  the 
statements  in  batches,  after  hours.  There 
was,  however,  one  hitch — when  the  acqui¬ 
sition  fell  through  after  the  terror  attacks 
of  Sept.  11,  the  grid  computing  plan  was 
put  on  the  shelf,  where  it  has  remained 
ever  since. 

Today,  according  to  Paarlberg,  the 
methodology  is  so  complete  that  it  could 
be  implemented  with  only  minor  tinker¬ 
ing  at  any  time.  Because  Royster-Clark 
has  no  pending  acquisitions,  however,  the 
grid  endeavor  is  most  likely  months  away 
from  a  full-scale  rollout.  This  delay  hasn’t 
stopped  analysts  from  cooing,  however. 
Nick  Gall,  senior  vice  president  and 
principal  analyst  at  Meta  Group,  was 
“shocked”  to  hear  about  the  Royster  plan, 
and  says  that  while  grid  computing  is 
commonplace  in  the  pharmaceutical, 
bioinformatic  and  manufacturing  indus¬ 
tries,  it  is  virtually  unheard  of  in  the  anti¬ 
quated  agribusiness. 

“It  is  highly  sophisticated  for  a  com¬ 
pany  in  this  industry  to  take  a  large  prob¬ 
lem  and  break  it  up  into  smaller  ones,” 
notes  Gall.  “Most  agribusiness  companies 
are  still  wrestling  with  mainframes,  much 
less  thinking  about  applications  like  these.” 

Of  course  at  this  point,  Royster-Clark ’s 
plan  for  grid  computing  is  just  that — a 
plan.  While  the  methodology  is  inarguably 
unique,  Paarlberg  himself  is  quick  to  note 
that  until  the  company  acquires  a  signifi¬ 
cantly  critical  mass,  there  won’t  be  any 
substance  to  its  distributed  computing 
approach.  Still,  Paarlberg  takes  comfort 
in  what  he  perceives  to  be  a  cost  savings 
of  nearly  $1  million — he  estimates  he 
spent  $2,000  in  man-hours  writing  the 
executable,  and  figures  that  having  the 
application  on  hand  will  eliminate  the 
need  for  new  hardware  down  the  road. 

The  Web  Future 

Ultimately,  once  the  grid  computing  effort 
is  up  and  running,  Paarlberg  says,  it  will 


Once  the  grid  computing  effort  is  up  and 
running,  Managing  Director  of  IT  Robert 
Paarlberg  says,  it  will  get  better  with  age. 
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get  better  with  age.  First,  as  customers 
grow  accustomed  to  receiving  such  com¬ 
prehensive  invoices,  Royster-Clark  pro¬ 
grammers  will  incorporate  additional 
information,  such  as  regional  advertise¬ 
ments  or  targeted  messages.  Next,  once 
the  process  generates  these  expanded 
print  files,  technologists  can  write  a  pro¬ 
gram  to  convert  individual  statements  into 
encrypted  webpages,  enabling  customers 
to  access  their  accounts  online.  Ultimately, 
says  Web  Systems  Manager  Julie  Schottel, 
this  technology  could  move  the  entire 
payment  process  onto  the  Web. 

“Once  we  get  our  statements  online, 
the  next  step  is  allowing  customers  to  pay 
there  as  well,”  she  says.  “This  methodol¬ 
ogy  has  implications  that  reach  far  beyond 
simply  utilizing  the  resources  that  sit 
dormant  overnight.” 

Other  innovations  lie  ahead  at  Royster- 
Clark  as  well  (see  “Pinpoint  Farming,” 
Page  106).  The  Microsoft  .Net  consult¬ 
ants  working  on  another  project  for  Roys¬ 
ter-Clark,  an  enterprise  back-office  system 
upgrade  that  will  ultimately  link  all  sys¬ 
tems — credit  application,  cash  accounting 
and  invoicing — to  one  master,  Web-based 
customer  database. 

Finally,  Paarlberg  and  his  colleagues  are 
brainstorming  ways  to  improve  inventory 
management.  The  fertilizer  industry  turns 
on  inventories  that  are  closely  related  to 
environmental  and  atmospheric  conditions, 
so  ebbs  and  flows  can  be  unpredictable, 
making  planning  difficult.  With  the  help  of 
other  business  leaders,  Paarlberg  says  he’s 
currently  experimenting  with  a  variety  of 
inventory  management  systems  that  incor¬ 
porate  long-range  weather  forecasting, 
futures  commodity  trading  and  a  variety 
of  other  factors.  These  systems  might  not 
be  as  revolutionary  as  the  tractor,  but  they 
could  help  Royster-Clark  stay  on  top  of  its 
inventory  during  a  long  winter.  John 
Froelich  would  be  proud.  ■ 


Matt  Villano  is  a  freelance  writer  based  on  the 
West  Coast.  He  can  be  reached  at  mattvillano@ 
whalehead.com. 


UNDER  DEVELOPMENT 

Storage 

Spin  Control 

SPINTRONICS  might  sound  like  the  name  of  a  long-lost  '80s  pop  band,  but  it’s  actually 
a  scientific  field  that  may  someday  lead  to  more  compact  and  useful  mobile  devices. 

As  devices  get  smaller  and  storage  needs  grow,  researchers  are  eagerly  looking  for 
new  ways  to  pack  multiple  gigabytes  of  data  into  increasingly  tinier  spaces.  One  potential 
solution,  proposed  by  researchers  from  the  University  of  Pittsburgh  and  the  University  of 
California,  takes  data  storage  down  to  a  new  level  by  using  the  orientation  of  spinning 
electrons  to  store  data. 

Scientists  have  long  known  that  they  could  use  individual  electrons  to  store  data  by 
altering  which  way  they  twirl.  In  other  words,  an  electron  spinning  one  way  could  repre¬ 
sent  an  “on”  bit,  while  an  electron  spinning  another  way  might  represent  an  “off”  bit. 
Researchers  Jeremy  Levy,  an  associate  professor  of  physics  and  astronomy  at  Pittsburgh, 
and  David  Awschalom,  a  professor  of  physics  at  California,  have  brought  electron-based 
storage  a  step  closer  to  reality  by  showing  that  spin  orientation  can  be  controlled  using 
electrical  fields  rather  than  magnetic  fields. 

The  researchers,  using  a  specially  engineered  semiconductor  flanked  by  a  pair  of  metal 
plates,  found  they  could  change  electron  spin  orientation  simply  by  applying  microwave 
electrical  signals  to  the  plates.  The  discovery  is  important  because  it’s  compatible  with 
conventional  computer  circuitry. 

Although  Levy  and  Awschalom’s  finding  is  tantalizing,  it  isn’t  likely  to  lead  to  any  imme¬ 
diate  breakthroughs  in  storage  technology.  That’s  because  other  spintronics  research 
areas— including  spin  generation  and  measurement— must  be  addressed  before  electron 
spin-based  storage  can  become  practical.  "We  have  made  progress  on  the  processing  com¬ 
ponent,  but  there’s  still  much  left  to  do  in  the  other  realms,”  says  Levy. 

In  any  event,  Levy  is  confident  the  research  will  eventually  pay  off.  “The  most  likely  out¬ 
come  is  that  our  discovery  will  form  the  basis  of  a  new  technology  based  on  spintronics.” 

-John  Edwards 
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PUNDIT 

E-mail 

Taming  E-Mail 

How  to  keep  your  messaging  from  spinning  out  of  control 


E-MAIL  HAS  ALWAYS  BEEN  more  painful 
to  manage  than  it  should  be.  Early  versions 
of  Exchange  bombed  for  no  apparent 
reason,  while  the  Notes/Domino  server 
mired  e-mail  management  in  a  groupware 
muddle.  With  Exchange  2000  and  Domino 
Server  version  6,  the  top  two  e-mail  servers 
have  matured  and  stabilized.  But  now  the 
forces  of  darkness  have  conspired  to  make 
things  difficult  once  again. 

The  problem  is  that  people  are  getting 
more  e-mail  and  deleting  less.  The  biggest 
new  reason  for  bloat  is  spam:  IT  managers 
now  invariably  use  the  word  exponential  to 
describe  spam’s  ugly  hockey  stick,  which 
(if  you  believe  some  reports)  accounts  for 
as  much  as  50  percent  of  all  corporate 
e-mail.  Compounding  the  problem,  Enron, 
WorldCom  and  the  Sarbanes-Oxley  Act 
have  everybody  spooked.  Should  I  save 
that  e-mail  from  Bob  forever  in  case  the 
attorney  general  calls? 

The  result  is  that  e-mail  stores  are  bal¬ 
looning  out  of  control  like  never  before. 
And  that’s  bad  news  for  a  couple  of  rea¬ 
sons.  One  is  day-to-day  performance: 
E-mail  server  databases  were  never 
intended  to  handle  a  jillion  unarchived 
messages.  And,  of  course,  all  e-mail 
servers  have  hard  limits  on  the  size  of  their 
stores.  But  the  real  problem  is  the  time  it 
takes  to  do  backups  and  restore  when 
those  files  get  really  gargantuan. 

Here  are  a  few  strategies  to  consider  in 
taming  the  e-mail  monster. 

Get  serious  about  spam— now.  Simple 
domain  blacklists  can  cut  the  spam  prob¬ 
lem  in  half  immediately;  the  SenderBase 
free  Web  service  from  e-mail  hardware 
vendor  IronPort  Systems  could  help  you 
keep  tabs  on  the  worst  offenders.  New 


The  most  interesting 
trend  in  e-mail  may 
be  the  recognition 
that  so  much  of 
an  enterprise’s 
intellectual  capital 
is  bound  up  in 
e-mail  messages. 

-Eric  Knorr 

enterprise  spam-filtering  software  such  as 
CloudMark  Authority,  MailFrontier  and 
ProofPoint  install  on  your  server  and  offer 
tons  of  options,  but  don’t  go  overboard. 
You  don’t  want  false  positives,  nor  do  you 
want  IT  to  have  to  review  “suspect”  spam 
every  day,  so  be  conservative  with  your 


filter  settings  and  think  in  terms  of  cutting 
rather  than  eliminating. 

Discover  your  real  e-mail  retention  obli¬ 
gations.  Broker  dealers  are  required  by  the 
SEC  and  NASD  to  retain  all  e-mails  asso¬ 
ciated  with  trades  for  three  years  in  a 
“nontamperable”  format  such  as  WORM. 
But  other  industries  also  have  require¬ 
ments,  so  if  you  have  questions,  don’t 
guess — consult  a  legal  specialist  in  this 
area.  In  the  end,  you  may  have  less  to 
worry  about  than  you  think. 

For  easier  restores,  do  “bricklayer”  back¬ 
ups.  This  means  you  back  up  mailbox  by 
mailbox  on  tape  so  that  you  can  restore 
an  individual  mailbox  rather  than  an 
entire  data  store  only  to  find  something 
deleted  accidentally.  The  downside  is  that 
bricklayer  backups  take  longer. 

Choose  your  archiving.  If  you  need  to 
retain  all  e-mails  for  regulatory  purposes, 
then  archive  everything  to  a  separate  server 
and  get  the  added  benefit  of  easy  recovery. 
For  most  of  us,  though,  the  simplest  way 
to  lighten  the  mail  server’s  load  is  simply 
to  move  attachments  to  a  file  server  auto¬ 
matically.  You  can  also  create  a  rules-based 
system  so  that  e-mails  of  a  certain  age 
along  with  attachments  migrate  to  the 
archive  server. 

In  the  end,  the  most  interesting  trend  in 
e-mail  may  be  the  recognition  that  so 
much  of  an  enterprise’s  intellectual  capital 
is  bound  up  in  e-mail  messages.  Last  April, 
Documentum  released  its  new  Enterprise 
Records  Management  Edition,  which 
scans  e-mail  content  and  adds  meta-tags 
to  messages  for  easy  retrieval  along  with 
other  related  documents. 

Lately,  e-mail  has  become  a  pain  in  the 
butt,  not  to  mention  a  potential  source  of 
liability.  It’s  encouraging  to  think  that  one 
day  soon,  e-mail  may  be  viewed  as  an  asset 
not  just  by  the  users  addicted  to  it  but  by 
managers  who  want  to  mine  e-mail  stores 
for  valuable  enterprise  information.  SB! 


Eric  Knorr  is  a  freelance  technology  writer 
based  in  San  Francisco.  He  can  be  reached  at 
eknorr@pacbell.net. 
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Any  system  can  store  data. 

You  need  to  store  content. 


5A 


CSMSERIES 

PetaSite’  SYSTEMS 


Training  video  is  content.  Seismic  studies  are  content. 

And  so  are  CAT  scan  images,  PDF  files,  audio  clips  and 
presentations.  According  to  the  analysts,  an  avalanche  of 
content  is  about  to  land  on  top  of  your  data  center.  Are  you 
ready?  With  a  Sony  PetaSite®  data  tape  library,  you  will  be. 

Sony's  PetaSite  libraries  extend  beyond  terabytes  into 
petabytes— to  keep  abreast  of  your  growing  storage 
needs.  SAIT  PetaSite  libraries  leverage  the  world's  high¬ 
est  capacity  data  cartridge*— SAIT— to  achieve  the  highest  storage  density.  So  you 
save  precious  data  center  space.  SAIT  also  offers  the  lowest  tape  cost  per 
gigabyte.**  So  you  save  money.  Or  choose  Sony's  DTF-2  PetaSite  libraries,  which 
have  lightning-fast  loading  and  file  access.  So  you  also  save  time. 

Sony  PetaSite  libraries  are  ideal  for  backup,  archiving  and  Hierarchical  Storage 
Management.  Sony  PetaBack®  and  PetaServe®  solutions  give  you  even  greater  flexibility. 

Sony  PetaSite  libraries.  The  Work  Smart  solution  for  storing  content. 

Work  Smart.  Work  Sony. 


Source:  Storage  Analytics'  Tape  Format  Facts,  1/24/03 

**Media  comparison  based  on  MSRPs  of  SAIT,  LTO,  AIT-3  and  SDLT  mid-range  formats  as  featured  in  CDW,  1/23/03 


VISIT  WWW.SONY.COM/DATASYSTEMS  OR  CALL  800-829-7669  FOR 
MORE  INFORMATION  ON  SONY'S  PETASITE  SOLUTIONS. 


SAIT 


©  2003  Sony  Electronics  Inc.  Alt  rights  reserved.  Reproduction  in  whole  or  in  part  without  written  permission  is  prohibited.  Features  and  specifications  are  subject  to  change  without  notice.  Sony.  PetaBack,  PetaServe  and  PetaSite  are  trademarks  of  Sony. 
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Retreat  Moderator:  Peter  Weill 

Director,  Center  for  Information  Systems 
Research,  MIT  Sloan  School  of  Management 

The  Case  Studies 

Peter  Weill  once  again  joins  us  to  present 
new  findings  and  case  studies  from  work 
with  hundreds  of  Global  1000  companies, 
focusing  on  IT  needs  for  different  business 
models.  He  will  also  conduct  a  workshop  on 
IT  governance  with  insights  and  case  studies 
from  MIT  CISR’s  study  on  howtop  financial 
performers  govern  IT  and  the  five  key  deci¬ 
sions— IT  principles,  architecture,  infra¬ 
structure,  applications  needs  and 
investment. 

“The  content  presented  by  Peter  Weill  was 
an  excellent  framework  to  discuss  current 
challenges  with  a  very  interesting 
peer  group.” 

-CHRIS  ACTON,  GLOBAL  IS,  RIO  TINTO  BORAX 

“A  must  for  any  CIO.  Addresses  the  larger 
issues  a  CIO  faces,  without  getting  lost  in 
technical  details.” 

-GERHARD  KARBA,  CIO,  HINES  INTERESTS 


The  Enterprise  Value 
Award  Winner  Presentations 

They’re  first  scrutinized  by  CIO  editors,  then 
visited  by  our  Review  Board  members— and 
finally  make  itthrough  our  judging  panel  of 
top-notch  CIOs.  Winners  of  thisyear’s  pres¬ 
tigious  CIO  Enterprise  Value  Award  share 
how  they  delivered  true  value. 

“Excellent  opportunity  to  network  with 
those  who  have  overcome  the  various 
challenges.  Lessons  learned  are  not  the 
usual  academic  fare,  but  the  subtleties  of 
the  cultural  and  technological  minefields.” 

-EVELYN  LOCKETT  WOODS,  EVP/CIO, 
JOINT  COMMISSION  ON  ACCREDITATION  OF 
HEALTHCARE  ORGANIZATIONS 

“The  award  winner  presentations  were 
extremely  valuable  in  terms  of  the  process 
and  ingenuity  insights  laid  out." 

-TOM  GAYLORD,  VP/CIO,  UNIVERSITY  OF  AKRON 


The  Peer  Networking 

From  informative  chats  at  breakfast  and 
lunch  roundtables,  to  the  intensely  interac¬ 
tive  case  study  workgroup  sessions,  to 
relaxed  conversations  during  the  daily  end- 
of-sessions  receptions— we  give  you  more 
opportunities  to  meet  and  learn  from  more 
of  your  peers. 

“The  discussion  and  information  exchange 
with  peers  is  invaluable.” 

-ROBERT  ODENHEIMER,  SVP,  IT  OPERATIONS, 
MAGELLAN  BEHAVIORAL  HEALTH 

“The  premier  conference  for  CIOs.  A  great 
opportunity  for  learning  and  networking.” 

-ANGELO  PRIVETERA,  CIO,  HDR,  INC. 
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CIO  100  Overview  By  Etana  Varon  I  30 

THE  RESOURCEFUL  100— Tough  times  demand  more  than  penny- 
pinching  and  bullet  biting;  they  require  resourcefulness — creativity  com¬ 
bined  with  a  commitment  to  wring  the  most  value  from  every  IT  dollar. 
Find  out  how  100  companies  have  preserved  business-critical  IT  capabil¬ 
ities  and  invested  in  new  systems  despite  the  economy. 


Staffing  By  Meridith  Levinson  I  64 

HOW  TO  CREATE  AN  AGILE  WORKFORCE— With  austerity  the 
order  of  the  day,  CIO  100  companies  have  created  organizational  struc¬ 
tures  inside  their  IT  departments  that  facilitate  staffing  flexibility  and 
emphasize  cross  training. 


Marriott  Profile  By  Stephanie  Overby  I  38 

THE  KEYS  TO  MARRIOTT’S  SUCCESS— The  hotelier’s  ability  to 
embed  resourceful  thinking  into  its  policies  and  procedures  has  helped 
perpetuate  a  creatively  thrifty  culture  that’s  pulled  Marriott  through 
the  worst  two  fiscal  years  in  its  75-year  history. 

Governance  By  Alice  Dragoon  I  49 

DECIDING  FACTORS — Good  governance  unlocks  the  full  potential 
of  creative,  resourceful  ideas.  Honoree  CIOs  have  built  into  their 
decision-making  processes  a  portfolio  view  of  investments,  analysis 
of  reuse  potential,  short  deadlines  to  promote  speed  and  post¬ 
implementation  audits  to  measure  value. 

Asset  Management  By  Megan  Santosus  I  61 

d£ja  new  — What  sets  CIO  100  honorees  apart  from  the  merely 
cost  conscious  is  their  ability  to  reuse  and  redeploy  assets  in  innova¬ 
tive  ways  that  boost  revenue  and  enhance  how  business  gets  done. 


IT  Sourcing  By  Stephanie  Overby  I  75 

IN  OR  OUT— Looking  to  boost  efficiency,  honorees  Smurfit-Stone 
Container  and  Allied  Office  Products  explain  how  they  made  crucial 
decisions  on  outsourcing  that  led  them  down  divergent  paths. 

Partnerships  By  Todd  Datz  I  79 

WINNING  COMBINATIONS— Partnerships  are  powerful  vehicles 
for  gaining  expertise,  entrepreneurial  skills  or  marketing  power  with¬ 
out  busting  the  budget.  Yet  few  companies  have  made  them  work. 
Fortunately,  several  of  the  CIO  100  honorees  have  found  the  right 
formula  for  success. 

Quality  Improvement  By  Edward  Prewitt  187 

SIX  SIGMA  COMES  TO  I.T.— Six  Sigma  is  a  program  and  toolkit  for 
improving  quality  in  manufacturing  processes.  Seagate  Technology 
CIO  Mark  A.  Brewer  tells  how  he  applied  Six  Sigma  to  IT  processes 
and  saved  $4.5  million. 
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Corporate  Express  Inc . 92A 


CSK  Auto  Corp . 92A 

Dell  Inc . 92A 

Delphi  Corp . 30,  92A 

Eastman  Chemical  Co . 92A 

Encyclopaedia  Britannica 
Inc . 92A 

E-Trade  Group  Inc . 92A 

Fairfax  County  Public 
Schools  . 92A 

Farmers  Insurance  Group  .  .92A 

FedEx  Corp . 92A 

General  Electric  Co . 49,  92A 

GKN  Aerospace 

North  America  Inc . 92A 

The  Goodyear  Tire  & 

Rubber  Co . 92A 

The  Guardian  Life  Insurance 
Co.  of  America  . 92A 

Gujarat  Co-operative  Milk 
Marketing  Federation  Ltd. .  .92A 

Hershey  Foods 

Corp . 30,  49,  92A 

Hon  Industries  Inc . 92A 

Humana  Inc . 49, 92A 

The  Huntington  National 
Bank . 92A 

Ingersoll-Rand  Co.  Ltd . 92A 

Intel  Corp . 30.92A 


JetBlue  Airways  Corp . 92A 

J.P.  Morgan  Chase  &  Co.  . .  .92A 
KeyCorp . 92A 

Kirkpatrick  &  Lockhart 

LLP . 61.92A 

Kutztown  University  of 
Pennsylvania . 79,  92A 

Lands'  End  Inc . 61,  92A 

Louisiana  Office  of  Group 
Benefits  . 30,  92A 

Manpower  Inc . 64,  92A 

Marriott  International 

Inc . 38,  92A 

Massachusetts  Mutual  Life 
Insurance  Co . 92A 

Mattel  Inc . 92A 

Maysteel  LLC  . 92A 

Menasha  Corp . 92A 

Menlo  Worldwide  . 92A 

Merrill  Lynch  &  Co. 

Inc . 30,  61,  92A 

The  Mony  Group  Inc.  . .  .49, 92A 

Moore  Medical  Corp . 92A 

Nationwide  Insurance  & 
Financial  Services . 92A 

Network  Services  Co . 92A 

The  Nonprofits  Insurance 
Alliance  Group  of  Cos . 92A 


Northeastern 

University . 49.92A 

Northrop  Grumman  Corp.  .92A 

Office  of  Justice 

Programs . 30,  92A 

Plug  Power  Inc . 92A 

The  PNC  Financial  Services 
Group  Inc . 92A 

Port  Authority  of  Allegheny 
County . 79, 92A 

The  Procter  &  Gamble  Co.  .92A 

Qualcomm  Inc . 92A 

Queens  Health  Network  . .  .92A 

QVC  Inc . 92A 

Raytheon  Aircraft  Co.  ..61, 92A 

Roadway  Corp . 64,  92A 

Royal  Bank  of  Canada  . 92A 

Royal  Caribbean  Cruises 
Ltd . 64,  92A 

Royster-Clark  Inc . 92A,  104 

SBC  Communications  Inc.  .92A 
Schindler  Elevator  Corp.  . .  .92A 

Seagate  Technology 

LLC . 18,  87,  92A 

Seattle  Eye  M.D.s  . 18, 92A 

SecureWorks  Inc . 92A 

Select  Comfort  Corp . 92A 


Smurfit-Stone  Container 
Corp . 75,  92A 

Staples  Inc . 92A 

The  State  of  Iowa . 92A 

State  Street  Corp . 18,  92A 

Tenneco  Automotive  Inc.  .  .92A 

United  Nations  Children's  Fund 
(UNICEF) . 92A 

United  Services  Automobile 
Association . 92A 

United  States  General 
Accounting  Office . 92A 

United  States  Postal 
Service . 92A 

University  of  Miami . 92A 

University  of  Pittsburgh 
Medical  Center . 79,  92A 

The  Vanguard  Group  . 92A 

Virginia  Department  of 
Corrections . 30,  79, 92A 

Washington  State 
Department  of 

Information  Services  . .  .61, 92A 
Waste  Management  Inc.  . .  .92A 
World  Wildlife  Fund  ....49.92A 
W.W.  Grainger  Inc . 92A 

Yellow  Transportation 

Inc . 49,  92A 

Zurich  North  America  . 92A 
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1  wireless  vendor  + 1  wireline  vendor  + 1  problem  =  multiple  places  to  place  blame.  That's  when  problems 
can  really  multiply.  And  that's  time  for  Sprint.  Sprint  built  its  wireline/wireless  network  from  the  ground  up. 
Designed  it  specifically  for  greater  reliability  and  security.  We  stand  behind  it.  And  our  industry-leading 
SLAs  back  it  up.  Let  us  show  you  how  end-to-end  accountability  works.  Especially  if  you  have  a  network 
that  doesn't.  It's  time  for  Sprint.  Go  to  sprintbiz.com/time,  or  call  1 866  523-3887. 


One  Sprint.  Many  Solutions." 


Voice/Data  PCS  Wireless  Internet  Services  E-Business  Solutions  Managed  Services 


Oracle 

42,000  Employees 

3  Oracle  Email  Database  Servers 


Microsoft 

50,000  Employees 

110  Microsoft  Exchange  Servers 

Source:  Microsoft  CIO 


3 

RACLE 

REGISTER  NOW  AND  SAVE 
September  7-11,  2003 

Li 

San  Francisco,  California 
oracle.com/oracleworld 

J 

Unless  you  have  as  much  money  as  Microsoft, 
you  may  want  to  use  Oracle  for  email 


Source  for  Microsoft  Data: 

Keynote  presentation  by  Microsoft  CIO 

at  NRFtech  IT  Leadership  Summit  on  August  12,  2002 


oracle.com/email 
or  call  1.800.633.0541 
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